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THE VOICE OF IT MANAGEMENT « 


Ameritrade’s Asiff Hirji discusses his move from CIO to COO 
and his firm’s efforts to differentiate itself via IT. 
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Users Start to Weigh 
Long-lerm IT’ Issues 


Assessment process 
begins amid efforts to 


restore key systems 


BY PATRICK THIBODEAU 

AND LUCAS MEARIAN 

IT staffers at Tulane Univer- 
sity, the largest private em- 
ployer in New Orleans, were 
working last week to get the 
school’s financial systems op- 
erating again after the flood- 
waters spurred by Hurricane 
Katrina surrounded its data 


center near the Superdome. 
John Lawson, Tulane’s CIO, 
found himself as displaced as 
the university’s students and 
faculty. Lawson is staying in a 
Houston hotel near a tempo- 
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Progress Is Slow on 
HIPAA Security Rules 


Data mandates aren’t 
driving health care 


companies to comply 


BY JAIKUMAR VIJAYAN 
Almost five months after the 
data security rules mandated 
by the Health Insurance Port- 
ability and Accountability Act 


went into effect, many health 
care companies still aren’t 
fully compliant with them 
according to IT managers 
and analysts. 

They said technology, proc- 
ess and budgetary issues con- 
tinue to delay compliance ef- 
forts, along with what is seen 

HIPAA, page 69 
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| rary administrative operations 


center that Tulane has set up. 
From there, he’s managing the 
effort to restore critical IT 
services and replace some of 
the processing capabilities 
previously handled by the sys- 
tems in New Orleans. 

But while Lawson and other 
IT managers are dealing with 
personal hardships and work- 
ing to reassemble their IT op- 
erations, they’re also assessing 
what went right and what went 

IT Issues, page 6 


Wi-Fi Fails to 
Connect With 
Mobile Users 


BY MATT HAMBLEN 

For many business travelers, 
public Wi-Fi hot spots are 
proving to be not all that hot 
for making remote connec- 
tions to the Internet and cor- 
porate systems. 

IT managers such as Bob 
Heindel Jr., a network techni- 
cian at Idaho Power Co. in 
Boise, said last week that they 
don’t want to pay a full day’s 
fee for a short Wi-Fi session 
in an airport lounge or coffee 
shop, nor do they want to fid- 
dle around with their PCs to 
set up services from a variety 
of hot-spot vendors. 

“I do use public hot spots 

Wi-Fi, page 69 
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HORIZON 


AWARDS 2005 


Peek into the nation’s research labs and 

private companies to discover their most 
innovative technologies, from a superfast 

worm blocker to software 

that analyzes voice recordings 
to gauge callers’ emotions. 
These are among the winners 
of Computerworld’s first annual 
Horizon Awards. SPECIAL 
REPORT BEGINS ON PAGE 29. 
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“At Nissan, we expect to save at least $135 million annually 
thanks to the efficiencies that Windows Server 2003 and 
Exchange Server 2003 are helping us achieve.” 


Toshihiko Suda 
Senior Manager, Nissan Motor Company, Ltd. 


Make a name for yourself with Windows Server System. 
An upgrade to Microsoft Windows Server System 
made it possible for 50,000 worldwide employees 
at Nissan Motor Company to have more secure 
remote access to their e-mail and calendars 
from any Internet connection, without the hassle 
and expense of a VPN. Here's how: By deploying 
Windows Server 2003 and Exchange 2003, not oniy 
did Nissan IT meet the CEO's demand for better global 
collaboration, they expect to save at least $135 million 
by streamlining their messaging infrastructure 
To get the full Nissan story or find a Microsoft 
Certified Partner, go to microsoft.com/wssystem 
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Optimize and Save 





Insight Print Assessment services helped one major 

medical facility increase utilization and decrease costs 

for its printer fleet. Using network-based tools, we identified 

all network and locally attached printers and collected page 

counts to calculate the costs of toner, ink and other consumables. 

insight applied the data to develop a print optimization plan HP LaserJet 4345mfp 

that will save the organization $500,000 in three years. Starting at 3,499.99 asm 


1 Now, that’s a solution with a real return. QD ® 
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Source Code: ADO21 


Insight and the Insight logo are registered trademarks of Insight Direct USA, Inc. IT For The Way You Work is a trademark of Insight 
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High Maintenance 

In the Management section: When 
a skilled IT worker is a spoiled brat, 
team morale can suffer. Here’s what 
to do about high-maintenance 
employees. Page 47 
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Microsoft sets a new product 
strategy for midsize users. 


Sun aims a line of Opteron- 
based servers at the technical 
services industry. 


HP rolls out upgraded tools 
for managing virtual servers. 


Global Dispatches: Munich 
delays its move to Linux. 


Utility PG&E deploys speech- 


recognition technology. 


Computer Associates offers 
14 patented technologies to 
open-source developers. 


20 Q&A: Ameritrade’s Asiff Hirji 
discusses his move from CIO 
to chief operating officer. 
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8 On the Mark: Mark Hall re- 
ports that telecommunications 
vendors are taking heat from 
VoIP systems based on open- 
source PBX software. One 
computer science professor 
says the multibillion-dollar 
giants “know they’re doomed” 
in the corporate market. 


24 Don Tennant is happy about 
the emergence of viable wire- 
less broadband access for 
business travelers because 
it brings a welcome alterna- 
tive to Wi-Fi hot spots. 


24 David Moschella looks into 
three lines of debate over that 
Internet darling, Google. 


25 Michael Gartenberg has been 
disappointed by most pen- 
based computing efforts, but 
he sees a ray of hope. 


60 Bart Perkins explains what 
makes executive sponsors tru- 
ly effective. They’re crucial to 
an IT project’s success, but 
only if they do what they 
ought to be doing. 


: 70 Frankly Speaking: Frank 


Hayes believes FEMA's IT 
choices have helped make the 
aftermath of Hurricane Katri- 
na a little worse for Gulf Coast 
survivors. 


At Deadline Briefs ....... ee 
News Briefs.................... 12, 16 
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Company Index ............. , 
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Please Don’t Upgrade Me! 

Also in the Management section: Ever wonder why 
business people aren’t always enthusiastic about IT 
upgrades? IT Mentor Ronald S. Lemos paints a picture 
from the user’s point of view, and it isn’t pretty. Page 56 


COMPUTERWORLD 
HORIZON AWARDS 


New Under the Sun. 


epiaee Lake a look inside 
ed the research labs 
» and private com- 
panies that earned top hon- 
ors in our first annual Com- 


puterworld Horizon Awards. 
PACKAGE BEGINS ON PAGE 29. 


29 NetScout’s Progressive Analytics 
technology detects anomalies by 
analyzing network traffic in real 
time and comparing it with nor- 
mal patterns of behavior. 


30 Nice Systems’ Nice Perform ana- 
lyzes call center voice recordings 
to monitor compliance with legis- 
lation and raise productivity. 


34 IBM Almaden Research Center’s 
Intelligent Bricks hardware and 
Kybos software work together to 
make data storage easier to man- 
age, lower maintenance costs and 


reduce environmental impact. 


36 Microsoft Research’s Vigilante 


detects fast-replicating worms, 
generates protective “filters” 


against them and sends alerts to 
other machines on the network. 


36 The highly portabie, object-orient- 


ed format of Python Software 

Foundation’s Python has made it 
a darling in the open-source com- 
munity, and a fresh entry into en- 
terprise application development. 


40 Sun Labs’ proximity communica- 


tion transmits data between chips 
that are extremely close to one an- 
other, allowing for communication 
that’s 60 times faster than with 
conventional circuit boards. 


IBM Almaden Research Center’s 
Sovereign Informaticn Integration 
creates double-encrypted data 
that won't violate disclosure rules 
and can be shared via a Web-based 
query interface. 


44 PubSub Concepts’ Prospective 


Search offers a free service that 
scours millions of Internet sources 
for news as it happens, says Pub- 
Sub co-founder Bob Wyman. 


44 Awards Panelists. Meet the 


scouts and judges who helped find 
and evaluate these technologies. 


For a full listing of the eight award 
winners and 20 honorable mentions, 
as well as resource links and team 

© Quicklink 56188 


: R&D SOURCES. Where 
: are the cutting-edge 
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where technologies 
such as those honored 
in this year’s Comput- 
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‘Telecom Focuses on Ways 
‘To Avoid Repeat of Outages 


Sees the need to 
harden networks 
so they can better 


BY MATT HAMBLEN 
EW TECHNOLOGIES 
and improved 
emergency proce- 
dures could help 
avoid prolonged communica- 
tions outages should another 
disaster of the same magni- 
tude as Hurricane Katrina 
strike the U.S., IT managers 
and analysts said last week. 
Their ideas range from mak- 
ing sure that cellular and land- 
line telephone switches are 
located well above sea level 
to more unusual suggestions, 
including the use of emerging 
WiMax technologies and 
mesh networks — or even 


Continued from page 1 
IT Issues 


wrong with their disaster 
recovery plans. And they’re 
starting to consider some big 
IT issues that will have to be 
decided in the months ahead, 
such as whether to keep their 
data centers in New Orleans 
once it’s inhabitable again. 

Located on the 43rd floor of a 
downtown office building, the 
data center of Adams and Reese 
LLP, a New Orleans law firm, 
was safely above the floodwa- 
ters, said CIO David Erwin. 

But whether Adams and 
Reese’s data center will re- 
main in New Orleans “is to be 
debated,” Erwin said. “If the 
[Army] Corps of Engineers 
doesn’t come up with a better 
levee system, probably not.” 

Tulane’s data center is on 
the 14th floor of a high-rise 
building and is also intact and 
dry, though without power, 
Lawson said. But he doesn’t 
know when the data center 
will be operational again. 


| putting radio transceivers 
| aboard blimps that could be 
| flown to a disaster zone. 
Several analysts said the pri- 
| vate sector could also bolster 
its communications prepared- 
ness by setting up consor- 
tiums to buy portable cellular 
| sites or satellite communica- 
tions equipment that could be 
shared during emergencies. 
The question of how to bet- 
| ter protect telecommunica- 
tions systems is expected to 
get a lot of attention because 
of the massive outages caused 
by Katrina, which knocked out 
both cellular and land-line 
links in the disaster area. 


Worst-Case Scenarios 

“A lot of people will be look- 
ing at what happened with 
communications after Katrina 
to see what could be done bet- 
| ter in the next worst-case sce- 


“That’s really dependent on 
the city,” he said, indicating 
that the location of the data 
center is one of the long-term 
issues he will have to evaluate. 

Since the storm, Tulane has 
hired SunGard Data Systems 
Inc.’s outsourcing service to 
load data from the school’s 
student information systems 
and payroll application from 
backup tapes onto a main- 
frame at a SunGard facility in 
Voorhees, N.J. Lawson hoped 
| to have those systems up and 
running again by Friday. 

Tulane’s IT staff began 
| backing up data before the 
| hurricane struck on Aug. 29. 

But when workers came to 
| move the tapes to an off-site 
| location as Katrina began its 
| assault on the Gulf Coast, the 

building where the data center 
is located was closed and 
locked down. Staffers had to 
| return to the dark and hot 
building in the days following 
| the hurricane to get the tapes. 

As a result of that experience, 
| Lawson said he plans to look 
| into doing online backups. 





nario, because this is the 
worst-case scenario,” said 
Charles Fleckenstein, a spokes- 
man for Sprint Nextel Corp. 
who was speaking from Baton 
Rouge, La. 

Fleckenstein described situ- 
ations where repair crews 
found cellular towers under 
water and without connec- 
tions to local telephone sys- 
tems because “entire neigh- 
borhoods no longer exist.” 

And despite what were de- 
scribed as Herculean efforts 
by repair crews, several tele- 
communications carriers said 
that cellular and land-line ser- 
vices in New Orleans were 
still spotty nine days after 
Katrina came ashore. 

A common theme last week 
was the need to bolster the 
nation’s telecommunications 
infrastructure. 





“You could go on and on, 


A UCC Re 
BU Cea ae 


The hurricane’s aftermath 
also revealed some weakness- 
| es in disaster recovery plan- 
ning at Adams and Reese. For 
instance, the law firm had 
| stored backup tapes at an off- 
| site location, but that site was 
| also in New Orleans and 
| couldn’t be accessed by the 
firm’s IT staffers. “That’s a 
lesson learned,” Erwin said. 

However, Erwin had started 
online backups in advance of 
the storm, and he said his data 
| is safe on servers in satellite 





but the bottom line 
is that you need to 
harden systems,” 
said Ken Dulaney, 
an analyst at Gart- 
ner Inc. 

For example, as 
New Orleans is re- 
built, cellular carri- 
ers should raise 
their entire commu- 
nications systems 
above the flood 
plain, providing 
wireless connec- 
tions to cell towers 


Our cities 


& were really 
designed for the 
horse and buggy. 


Pe eeccescsseseseseses 


HOSSEIN ESLAMBOLCHI 


www.computerworld.com 


Eslambolchi even 
suggested that tele- 
communications 
vendors should 
consider powering 
their base stations 
and central switch- 
ing offices with 
alternate energy 
sources such as 
solar cells. 

Scott Midkiff, a 
professor of elec- 
trical and comput- 
er engineering at 
the Virginia Poly- 








both for links toend CIO, AT&T CORP. 


users and to switch- 
ing stations, he said. 

Hossein Eslambolchi, AT&T 
Corp.’s CIO, said city planners 
and utilities nationwide need 
to work together to harden 
fiber-optic infrastructures, 
making the duct system that 
carries the fiber waterproof. 

“Our cities were really de- 
signed for the horse and bug- 
gy centuries ago, with commu- 
nications added above that, so 
you need to redesign and re- 
think,” he said. 


offices. In addition, Adams 
and Reese used MessageOne 
Inc.’s messaging fail-over 
system to provide continued 
e-mail access to its employees. 
Telecommunications and 
Internet access issues have 
risen to the top of the priority 
list for many IT managers in 
the Gulf Coast region. 
Malcolm Martin, support 
services administrator and 
comptroller at Montgomery, 
Barnett, Brown, Read, Ham- 
mond & Mintz LLP, said the 
New Orleans law firm’s office 
was decimated by Katrina, 
forcing him to rent space in an 


| empty office building in the 


state capital of Baton Rouge. 
One change Martin said 
he will make is to set up a toll- 


| free telephone number outside 
| of the South to give employees 


a central way to communicate 
with one another. 

“That would have saved us 
two days’ time” that was spent 
contacting employees, Martin 


| said over a newly installed 


satellite phone connection. 
Martin contracted with a 





technic Institute 
and State Univer- 
sity in Blacksburg, said wire- 
less mesh technologies are 
“very promising” because 
they enable network topolo- 
gies to be dynamically changed 
in response to outages, help- 
ing to make networks self- 
healing. 

Even a cellular base station 
aboard a blimp or other air- 
borne vehicle is “not a crazy 
idea,” Midkiff said, noting that 
the military has demonstrated 
the concept. @ 56722 


disaster recovery company 
just three months ago — a 
move that he’s now especially 
glad he made. As part of the 
deal, Charlotte, N.C.-based 
Agility Recovery Solutions 
Inc. installed the satellite 
phones plus the servers, work- 
stations and software needed 
to replicate the law firm’s 
front- and back-office systems. 
In order to meet the de- 
mand it’s seeing for temporary 
facilities, Louisiana Technol- 
ogy Park LLC, a Baton Rouge- 
based IT business incubator, 
is increasing the amount of 
work spaces in its facility. 
Doug Lee, the technology 
park’s executive director, said 
many of the IT managers he 
has spoken with never be- 
lieved the area would experi- 
ence the devastation it did. 
“They left dogs tied up on 
the porches and their servers 
not terribly high and dry,” Lee 
said. “I even had calls from 
companies that said, ‘All I got 
is a backup tape and the shirt 
on my back — what can we 


do? ” @ 56720 
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Red Cross Works to Better Protect | 
Its Networks From Attacks, Scams 


CISO says relief 
agency seeks help 


BY JAIKUMAR VIJAYAN 
Information security staffers 
at the American Red Cross, 
which was hit last month by 
the Zotob worm, are working 
overtime to try to protect 
the organization’s networks 
against attacks amid surges in 
usage of the networks follow- 
ing Hurricane Katrina. 

In addition, the emergency 





| relief agency has turned to the 


FBI and others for help in pre- 


| venting the spread of imita- 


as traffic surges | 


tion Red Cross Web sites set 
up by scam artists. 

“The infrastructure is 
stretched, and I’m not sure we 


can tolerate another outbreak” 


like the Zotob attack, said Ron 
Baklarz, the Washington- 
based organization’s chief in- 
formation security officer. 
Zotob, which took advan- 


| tage of a hole in the plug-and- 


play component in Microsoft 
Corp.’s Windows software, 


“saturated” sections of the 


| Red Cross’ networks, making 
| them inaccessible to users for 
| several hours last month, Bak- 
| larz said. 


Consequently, the organiza- 


| tion turned to security experts 


to “take a second look at the 


| security technologies we have 


in place today to ensure that 


| we have tuned them as best as 
| we can under the increased 


load,” he said. 
The Red Cross is imple- 


5 3 
| menting new technologies 
| such as intrusion-detection 


After Katrina, Energy Firm Tums to Satellite Systems 


The oil and gas companies that 
operate refineries along the Gulf 
Coast suffered extensive equip- 
ment damage and telecommuni- 
cations disruptions during and 
after Hurricane Katrina. 

But San Antonio-based 
Valero Energy Corp. has been 
able to work through many of 
those challenges over the past 
two weeks, in part by making 
use of satellite communications, 
said ClO Hal Zesch. 

Valero is now using about 20 
satellite phones and about 40 
cell/radio phones to let workers 
communicate between its San 
Antonio refinery and its St. 
Charles and Krotz Springs re- 
fineries in southern Louisiana. 

Both Louisiana refineries 
were directly affected by Katrina, 
said Rick Davis, a senior IT 
manager who is coordinating 
Valero’s posthurricane informa- 
tion services activities. 

Over Labor Day weekend, the 
Krotz Springs refinery resumed 
normal operations and is now 
operating at full capacity. The St. 
Charles facility regained all of its 
utilities last Tuesday and was al- 
most fully operational late last 
week, Zesch said. 

Valero has 10 information ser- 
vices employees in the Gulf area 
working to restore IT systems 
there. Four traveled from San 
Antonio, while the rest were al- 


OIL SURROUNDS a ruptured sforage tank at a Louisiana refinery. 


ready stationed in southern 
Louisiana, Zesch said. 

In addition, Valero last week- 
end set up connections in San 
Antonio to an IP phone switch at 
the St. Charles facility to support 
satellite voice communications. 

The company also used satel- 
lite technology to re-establish 
communications with 14 of its 
retail gasoline stations that are 
located between New Orleans 
and Lafayette, La., as well as 


with three in the Shreveport, 


La., area, said Davis. 
The satellite communications 
capabilities have been extremely 


useful, Davis said. He noted that 
Valero’s St. Charles refinery did 
not have its land lines restored 
until late last week, 10 days after 
the hurricane hit. 

In the immediate aftermath of 
the storm, Valero set up a 24- 
hour call center in San Antonio 
that its 1,000 workers in Louisi- 
ana, Alabama and Mississippi 
could contact to report how they 
were faring, where they were 
located and what they needed. 

Valero also posted the call 


> center phone numbers on its 
: corporate Web site. 


~- Thomas Hoffman 





and -prevention systems — 
some of them donated by ven- 

ors — to bolster network se- 
curity, said Baklarz. 


Also, not all of the Web sites | 


| that the Red Cross has created 


| for remote field offices set up 


to aid Katrina victims have a 


| direct link back to the organi- 
| zation’s network. 


“We are trying to put Web- 
based applications out there 
that can be accessed without 
people coming to the corpo- 
rate network,” Baklarz said 


| without elaborating. 


The Red Cross is working 
with the FBI Internet Fraud 
Complaint Center to shut 
down sites allegedly created 
by scam artists involved in 
Katrina-related fraud. 

“We anticipated there 
would be a lot of fraudulent 
activity on the Internet,” Bak- 


Firm begins to 


| inspect four arez 
| storage facilities 


| BY LUCAS MEARIAN 


Iron Mountain Inc. said last 
week that it had begun in- 
specting its four off-site data 
storage facilities in the New 
Orleans area and had yet to 
find any computer disks or 
tapes that were directly dam- 
aged by Hurricane Katrina. 
However, Bob Brennan, 
president of Iron Mountain 
North America, said he could 
not guarantee customers that 
the media stored in the facili- 
ties is completely undamaged. 
In a statement posted on its 
Web site last Tuesday, mean- 
while, the company said it 
can’t “determine to what ex- 
tent [archived data] has been 
compromised until a full eval- 
uation can be completed.” 
Workers from Boston-based 
Iron Mountain were unable to 
enter any of the facilities for 
more than a week because the 
areas around the buildings 
were cordoned off due to 
flooding. The company wasn’t 


| worst.” 





larz said. “We wanted to triage 
with the FBI and make sure 
they saw examples of the le- 
gitimate e-mail that is sent out 
from the Red Cross so that 
they know what to look for.” 
Appeals have also been 
sent to organizations such as 
Bethesda, Md.-based SANS 
Institute and various govern- 
ment and nongovernmental 
agencies to keep an eye out 
for anything that looks like a 
scam, Baklarz said. As of last 
Thursday, about 20 such sites 


| had been identified and were 
| being investigated by the FBI 


for possible follow-up action. 
“Every time an event like 


| this occurs, it brings out the 
| best and the worst in people,” 


Baklarz said. “Unfortunately, 


| in my position, I've got to 


think about and respond to the 
@ 56719 


‘Iron Mountain Says Its Data 
Archives Seem Mostly Intact 


| allowed to access the last of 
| the facilities until Friday. 


The four buildings contain 


| archived data from about 600 
— | customers. Brennan said that 


a recovery team has begun re- 


| moving tapes and disks from 


the storage vaults and trans- 


| porting them to facilities in 
| Baton Rouge. 


There was no “substantial” 


| flooding in any of the first 

| three buildings that Iron 

| Mountain accessed, Brennan 
| said. The company said the 


fourth facility also appeared to 


| be relatively unscathed. 


Iron Mountain has set up a 


| command and control center 
| in Atlanta to coordinate its op- 


erations in the disaster area. 
And the company is learning 


| some lessons for managing fu- 


ture crisis situations. “One of 
the things I'll ask for in the fu- 
ture is that we have a deeper 
[contact] tree on the next of 
kin for all of our employees, so 
we have more ways to get in 
touch with them,” said Bren- 
nan. He noted that Iron Moun- 
tain located the last of its 107 
New Orleans-area employees 
last Wednesday. @ 56690 
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Japanese Vendor to 
Acquire PalmSource 


Access Co., a Tokyo-based maker 
of embedded Web browsers, 
announced that it has agreed to 
acquire PalmSource Inc. and its 
Palm operating system for about 
$324.3 million. Access said it 
hopes PalmSource, which spun 
out of Palm Inc. in 2003, can 
boost its mobile content delivery 
and Internet access software 
business. The deal is expected to 
close by the end of the year. 


Google Hires 
Internet Pioneer 


Google Inc. has hired Internet pio- 
neer Vinton Cerf as its chief Inter- 
net evangelist. Cerf resigned his 
post as vice president of technol- 
ogy strategy at MCI Inc. Google 
said Cerf, a co-designer of TCP/IP, 
will help Google build network in- 
frastructures, architectures, sys- 
tems and standards for the next 
generation of the Internet. 


Dell Won’t Contest 
AMD Subpoena 


Dell Inc. doesn’t plan to contest a 
subpoena from Advanced Micro 
Devices Inc. asking for documents 
related to its purchases of Intel 
Corp. processors in recent years. 
Dell also agreed to preserve rele- 
vant e-mail from executives as 
part of AMD's antitrust lawsuit 
against Intel. Unlike NEC Corp. and 
U.K. PC retailer Dixons Group PLC, 
Dell didn’t file any objections to 
AMD’s request for documentation. 


Former HP CEO 
Platt Dies at 64 


Lew Platt, 64, who rose through 
the ranks from entry-level engineer 
to CEO of Hewlett-Packard Co., 
died last week. Platt joined HP in 
1966 and succeeded co-founder 
David Packard as chairman in 
1993. He left the company in 1999. 
At the time of his death, Platt was 
lead director of The Boeing Co. He 
had been chairman for two years 
before stepping down in July. 
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NEWS 


DIDN'T SEE THiS Coming! 


SBC, Verizon, Qwest 
Quake in Fear .. . 


. . aS Open-source private branch exchange software 

with integrated voice-over-IP capabilities gains adherents. 
“I believe they already know they’re doomed,” sug- 
gests Brian Capouch, chairman of the computer sci- 
ence department at Saint Joseph’s College in Rens- 


selaer, Ind. 
Capouch 
argues that 
giant tele- 
communica- 
tions pro- 
viders and 
PBX manu- 
facturing goliaths don’t stand 
a chance against perky start- 
ups such as Huntsville, Ala.- 
based Digium Inc. and San 
Diego-based Four Loop 
Technologies LLC, 
which does business 
under the name 
Switchvox. Those 
vendors use Aster- 
isk, an open-source 
technology that lets 
companies replace 
their PBX systems 
and use VoIP to 
transmit phone 
calls. Switchvox CEO Joshua 
Stephens says Asterisk lets 
you use a standard Linux 
server to connect to your net- 
work via a T]1 line for tradi- 
tional analog calls or to your 
Internet service provider 
to support chat via VoIP. 
Switchvox’s system also 


97.68 


BL eaee cs uit) 
of VoIP service 
revenues in 
yA0 0 


sYAIK 


IDC’s estimate 
mb cree i 
Wile ect ots) 
in 2008. 


| handles voice mail like 
e-mail, meaning you can lis- 
ten to it, forward it, store it 
and do anything to voice 
messages that you can do to 
e-mail, claims Stephens. 
Switchvox 2.0 ships at the end 
of this month and will add 
conference-room, intercom, 
call-parking and other new 
features. Pricing starts at $995. 
Capouch says Asterisk and 
VoIP combined will do to the 
telecom market what Linux, 
Apache, MySQL and other 
open-source tech- 
nologies have done 
to the data center: 
“radically change the 
landscape.” Capouch 
shrugs off the argu- 
ment that perceived 
problems with VoIP 
call quality may hin- 
der adoption. “Cell phones 
have lowered people’s quality 
expectations,” he notes. 


Big ERP vendors are 
next inline... 

. .. for an open-source on- 
slaught. Jorg Janke, founder of 
ComPiere Inc. in Portland, 








Ore., doesn’t 
argue that 
SAP AG, Ora- 
cle Corp., 
Lawson Soft- 
. ware Inc. and 
iy A other ERP 


vendors are 
doomed by 
his compa- 
ny’s epony- 
mous open-source applica- 
tions. But he does point to the 
900,000 downloads of the 
software as a measure 

of its success and to 

the fact that it took 

Oracle a long time to 


JANKE: There’s 
On ace 
Ee 


| be considered a seri- 


ous player in the 
global ERP market. 
And he should know, 
since he was the first 
employee that Oracle 
hired in Germany to 
help the company 
compete against SAP. Janke 
claims that Compiere has 
100% availability “not be- 
cause it’s fail-safe, but be- 
cause it fails safely.” He says 
that developers who try to 
make perfect software aren’t 
living in the real world. By 
expecting glitches, Janke 
builds in persistent consisten- 
cy checks so Compiere can 
always revert to the most re- 
cent consistent state should a 
problem occur. Compiere 
runs on top of an Oracle or 
Sybase Inc. database; by 
year’s end, it will also work 
with DB2, SQL Server and the 
Derby open-source database. 
Naturally, the software is free, 
but you can pay $1,500 per 
year to get support for 10 

end users. 


Information overload? 
Consider mapping. . . 

. . . your data instead of reading 
it. Robert Gordon, CEO of 
Mindjet Corp. in Larkspur, 
Calif., thinks your company’s 
employees will appreciate 
visualizing data because most 
workers “are not able to ac- 
cess information and work 
with it to do their jobs prop- 





JETTER says 
companies 
need a “visual 
vocabulary.” 


www.computerworld.com 


HOT TECHNOLOGY TRENDS, NEW PRODUCT 
NEWS AND INDUSTRY BUZZ BY MARK HALL 


erly.” Mindjet’s MindManager 
software uses hyperlinks to 
visually connect data from 
disparate sources on your 
network. The software works 
much like a shared white- 
board. But instead of scrawl- 
ing text by hand, you add 
color-coded links to data 
housed in ERP or CRM apps, 
spreadsheets, e-mail mes- 
sages and other information 
sources, creating a single, 
unified view. Michael Jetter, 
Mindjet’s chief tech- 
nology officer, says 
MindManager “is like 
a visual vocabulary” 
for discussing corpo- 
rate issues. Version 
6.0, an upgrade set 

to ship next week, 
lets you insert Excel 
cells into MindMan- 
ager and change the 
values, which are 
then automatically updated 
in the spreadsheet. Pricing 
starts at $350. 


Firefox gets single 
Sign-on support... 

... in anew software release 
from ActivCard Corp. Accord- 
ing to Jason Hart, senior 
vice president of sales and 
marketing at the Fremont, 
Calif.-based security vendor, 
ActivCard will be among the 
first single sign-on vendors 
whose soft- 

ware will 

work with 

the Firefox 

browser. 

Hart says 

the user in- 

terface for 

Version 5 of ActivCard 
Secure Login Single Sign 
On, which begins shipping 
today, has been made more 
intuitive. The new release 
also improves deployment 
and management by adding 
wizards so security adminis- 
trators no longer have to use 
scripts to link the tool to the 
applications that it will help 
secure. Pricing starts at $79. 
@ 56672 
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At one time, DHL had a data center in every country in which oes 
it operated. The result was a massive collection of small IT 

networks — without a mission control. With the help of HP z 

Services and HP OpenView software, hundreds of data centers == 

became three. By consolidating, DHL is now better able to share ae 


information, implement IT changes globally and “see” their 
entire network from a single point of control. Now, change never 
goes unnoticed. For more on HP’s Consolidation Solutions, visit 


hr 


Solutions for # 


4 


STOP 

FN Gal CP 
Looking for a way to lower your compliance 
costs and increase the efficiency of your IT 
infrastructure while growing your business? 
Discover HP Compliance-and Consolidation 
solutions. Visit the IDG-HP Enterprise Center 


featuring industry insights by IDC, and get 


your free executive brief today... 


SNA 
FINDING. 


www.idgpartners.com/ec 


Click to download free executive briefs, 
case studies and to find out how HP 


solutions can help you. 


Consolidation: 

IT consolidation is gathering steam in the 
marketplace as companies of all types 
struggle with increasing infrastructure 
demands, smaller budgets, and changing 
business practices. This report identifies 
the current drivers for IT consolidation, 
describes the benefits and types of 
consolidation, and provides advice on 
selecting the right IT consolidation vendor. 


Compliance: 

Government regulations such as HIPAA, 
Sarbanes-Oxley, and Gramm-Leach-Bliley 
have placed unprecedented pressure 

on companies to secure the authoring, 
updating, publishing, and archiving of their 
electronic documents and communications. 
This report examines the new regulatory 
demands and describes how companies 
can leverage compliance technology and 
processes for greater business advantage. 
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GridWorld 


Grid in Action: Explore. Adopt. Deploy. 


GridWorld™ is the premier B2B conference 
focused on the commercial benefits of grid computing 
for Enterprise IT strategists, worldwide. 
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Join us for the only 
educational conference to help Enterprise IT 
professionals build a business case/road map for the enterprise. 





TWO POWER PACKED DAYS TACKLING THE LATEST ISSUES 
AROUND GRID DEPLOYMENT: 


eLearn vicariously from a large multi-national bank’s global Grid deployment 

¢ Explore Software Licensing Models for Grids 

¢ Understand the positive implications of IT as a Service 

«Find out how Grid technology is speeding up the early stages of drug discovery 


eExplore the reality and future of Grids in the context of related technologies like 
virtualization, automation and service orientation 
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| Use Priority Code: — 
And SAVE an ADDITIONAL 20% OFF Full Registration Pricing — 


(Offer expires October 1, 2005) 
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Microsoft Maps New 
Midsize Market Strategy 


Plans include a 
server software 
bundle, role-based 
business apps 
BY CAROL SLIWA 
ICROSOFT CORP. 
last week said it 
plans to deliver a 
new server soft- 
ware infrastructure package 
for midsize companies, plus 
role-based business applica- 
tions that will be tailored to 
meet the needs of businesses 
with 50 to 1,000 employees. 
Microsoft pegged the size 
of the market it’s targeting at 
1.4 million companies world- 
wide while outlining its long- 
term technology vision for 
midsize users during a summit 
meeting at the company’s 
Redmond, Wash., campus. It 
described the midmarket as 
“underserved” by IT vendors. 
But the midmarket includes 
a wide variety of industries 
with different requirements. 
Illustrating the challenges that 
Microsoft faces in trying to 
package software for such a 
broad customer base, some 
users expressed keen interest 
in the new and upcoming of- 
ferings, while others voiced 
doubts that the products will 
meet their specific needs. 
John-Mark Tucker, IT man- 
ager at Seattle-based Red Dot 
Corp., said the idea of role- 
based applications wouldn’t 
fly at his company “because I 
can guarantee you that every 
person you define — salesper- 
son, executive — is going to 
want some feature” that the 
software doesn’t define as be- 
ing part of their roles. 


Not Sold 

Red Dot, a 500-employee com- 
pany that makes heating and 
air conditioning products for 
the heavy vehicle industry, 
recently purchased Oracle 
Corp.’s business applications 
after taking a serious look at 





Microsoft’s Navision software. 
The promised server bun- 
dle, code-named Centro, prob- 

ably won't be high on Red 
Dot’s priority list either, ac- 
cording to Tucker. He said he 
thinks it’s a great idea, but Red 
Dot already has 26 Windows 
servers that run its Exchange 
messaging, file-and-print and 
Web applications, plus its 
databases and electronic data 
interchange software. 

On the other hand, David 
Chamberlain, a senior devel- 
oper at Cleveland-based law 
firm Baker & Hostetler LLP, 
said he likes the idea of the 
roles as long as the application 
templates can be customized. 
Microsoft’s plan will “at least 
give you a basis” for the scope 


| of capabilities that different 
| users need, Chamberlain said. 


Centro will bundle upcoming 
versions of Windows Server, 
Exchange and Microsoft's Sys- 
tem Center management soft- 
ware and security tools. But it 
will be a long time coming: 
Centro is expected to ship in 
2007 or 2008, after the next ma- 
jor version of Windows Server, 


| code-named Longhorn, accord- 





NEWS 


ing to Bob Muglia, senior vice 
president of Microsoft’s Win- 
dows Server division. 

Muglia said Centro is aimed 
at companies with staffs of 
one to five IT generalists who 
typically are so busy fighting 
internal fires that they don’t 
have time to “focus on what 





drives business advantage.” 
Although Microsoft’s existing 
products meet the needs of 
such businesses, “they’re too 
tough to use,” he added. 

The role-based versions of 
Microsoft’s various ERP and 
CRM applications, which are 
now being grouped under a 
single Microsoft Dynamics 
brand, will feature special user | 
interfaces for 50 different 
groups of end users. Starting 
this fall, the company plans to 
release new versions of the 
applications with the role- 
based features and further in- 
tegration with Office, Share- 
Point Portal Server and SQL 
Server Reporting Services. 

Bill Gates, Microsoft’s chair- 
man and chief software archi- 
tect, said employees at more 
than 750 midsize companies 
were interviewed in an effort 
to learn how they do their 
work and how IT could make 
a difference for them. 

PrintingForLess.com Inc. 
in Livingston, Mont., already 





uses a role-based system that 
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Microsoft Lodges Another 
Appeal of European Ruling 


MICROSOFT LAST WEEK 
said it has lodged a new appeal 
against the European Commis- 
sion’s antitrust ruling as it con- 
tinues to try to short-circuit any 
effort to force it to make its 
communications protocols 
available to competitors. 

The complaint follows Micro- 
soft's receipt of a letter from 
the EC outlining its decision not 
to accept the terms under 
which the company was pre- 
pared to make available the 
communications protocols for 
its workgroup server software. 

In its negotiations with the 
EC, Microsoft has refused to 
allow its source code to be li- 
censed under the General Public 
License, which lets users freely 
modify and redistribute soft- 
ware, among other things. 

Microsoft and the EC had 
agreed in June to let the Euro- 
pean Court of First Instance 
settle the communications pro- 
tocol issue. A Microsoft spokes- 
man said the latest suit was 


it developed in-house. But it 
still expects to take a serious 
look at Microsoft’s new appli- 
cation offerings, said James 
Schubring, the printing com- 
pany’s director of business de- 
velopment. 

Centro, though, isn’t ex- 
pected to hold much appeal. 
Schubring said PrintingFor- 
Less opted for an externally 


Windows Flaw Due to Be Patched 


MICROSOFT'S monthly release 
of security fixes, due tomorrow, 
will cover only one vulnerability: 
an unidentified flaw in Windows. 
However, the security hoie 
is rated as critical in severity, 
meaning that a computer worm 
or virus could take advantage of 
the flaw without any action on 
the part of users. Microsoft last 
week said that in addition to a 
software patch designed to plug 
the Windows vulnerability, it 
plans to release a “high-priority” 


update for the operating system 
that isn’t related to any security 
issues. 

The company will also issue 
an updated version of its tool for 
removing malicious software 
from Windows-based systems. It 
declined to provide further infor- 
mation about any of the planned 
updates until tomorrow. 

When Microsoft releases a 
large number of patches, IT 
managers can spend a signifi- 
cant amount of time testing the 


filed to ensure that the compa- 
ny's side in the dispute is stud- 
ied closely by the court. 

“We are taking this step so 
the court can begin its review 
of this issue now, given its far- 
reaching implications for the 
protection of our intellectual 
property rights around the 
world,” the spokesman said. 

Since the issue of underlying 
source code wasn't explicitly 
mentioned in the commission's 
initial antitrust ruling in March 
2004 or in the company’s ap- 
peal lodged last year, Microsoft 
wants to make sure the court 
focuses on that aspect, the 
spokesman said. 

Meanwhile, the EC continues 
to seek responses from Micro- 
soft rivals and other industry 
players about the terms that 
Microsoft has offered to settle 
the complaints, commission 
spokesman Jonathan Todd 
said last week. 

- Simon Taylor, 
IDG News Service 


hosted messaging system and 
Eudora mail clients because of 
concerns about security vul- 
nerabilities in Exchange. 

Mika Krammer, an analyst 
at Gartner Inc., said Centro 
could ease the transition to 
Longhorn for midsize users. 
But, she added, “Microsoft still 
has some work to do to get to 


know this market.” @ 56721 


new software to make sure it 
works with their applications. 
But with only one bug being 
patched this month, the process 
should be much easier to man- 
age, said Steve Manzuik, a prod- 
uct manager in the research 
group at eEye Digital Security 
Inc. in Aliso Viejo, Calif. 

“| think September will be 
quiet,” Manzuik said. “When we 
get the six, seven, eight or nine 
patches, it gets to be a bit more 
difficult.” 

~ Robert McMillan, 
IDG News Service 
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Reserve your place at the absolute center of a new, instantly accessible world of frictionless commerce. A world 
we pioneered. Over a single IP connection, all your business applications can be seamlessly converged and totally 
secured over Global Crossing IP VPN, VoIP, iVideoconferencing™ services. Over a single IP connection, you are moments 
away from your offices, your sales staff, your partners and anywhere in the world managed by engineers and support staff who 
understand what customers need. And you can have this new, accessible world without changing a thing in the infrastructure 
you have in place now. Sound too perfect to be true? Ask the 40% of the FORTUNE 500° companies we're doing business with 


today. The new global village. It's time you moved in. For more detailed information, point your browser to globalcrossing.com. 
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Sun Unveils 64-Bit 
Galaxy Server Line 


Symantec Issues 
Antivirus Bug Patch 


Symantec Corp. has issued a 
patch for a vulnerability in its cor- 
porate antivirus software that 
could allow unauthorized persons 
to access a company’s servers. 
The flaw in Version 9 of AntiVirus 
Corporate Edition exposes the 
server log-in name and password 


used by the administrator who au- | 


thorizes updates to the software. 


Peer 1 Buys Servers 
From Interland 


Peer 1 Network Enterprises Inc. 
has acquired the dedicated server 
assets of Interland Inc., a provider 
of Web sites and online services, 
for $14 million. The assets include 
data centers in Fremont, Calif., 
Atlanta and Miami that cover a 
combined total of more than 
115,000 square feet and house 
about 8,300 dedicated servers. 


Microsoft Updates 
Keyboard, Mice 


Microsoft Corp. has overhauled its 
line of keyboards and mice. The 
vendor's keyboards had featured 
the same design for 10 years, but 
the line now includes the new Nat- 
ural Ergonomic Keyboard 4000, a 
split model that offers improved 
angles designed to reduce motion 
and allow users to type in a more 
natural position. Microsoft's Wire- 
less Laser Mouse 6000 and Wire- 
less Optical Mouse 5000 feature 
updated sensors and Zoom Slider 
and Magnifier buttons. 


Judge Rules Against 
Kazaa on Copyright 


A judge in Australia has ruled that 
the operators of the Kazaa file- 
sharing network authorized wide- 
spread violations of copyrighted 
works and ordered that significant 
changes be made to the service. 
The decision stopped short of 
shutting down the peer-to-peer 
file-sharing service, but it did or- 
der that changes be made to pre- 
vent, to the extent possible, any 
further copyright violations. 


| Opteron-based 
systems run Linux, 
Unix and Windows 


BY LUCAS MEARIAN 
UN Microsystems Inc. 
today is unveiling a 
new line of 64-bit 
servers said to offer a 
significant performance boost, 
with support for Unix, Linux 
and Windows. 

Sun officials said the new 
line targets the financial ser- 
vices industry, the bedrock of 
the company’s server sales. 

The Sun Fire x64 servers, 
which carried the widely 
known Galaxy code name, are 
about one quarter the size of 
the UltraSparc-based systems 
they are replacing, said Donna 
Rubin, senior director of fi- 
nancial services strategy and 
marketing at Sun. 

Rubin also said the new 
Galaxy servers can be rack- 
mounted, and they are half the 


NEWS 


price and use about one-third 
the power of the previous 
high-end models. 

Steve Rubinow, New York- 
based chief technology officer 
at electronic trading exchange 


| Archipelago Holdings Inc., 


said he expects to purchase an 
as yet undetermined number 
of new Galaxy servers to re- 
place some of the company’s 
100 installed Sun servers that 
are based on older technology. 
“Anything smaller and not 


| terribly hotter is attractive to 


us. The faster, cheaper, small- 
er thing is headed in the right 
direction,” he said. 

Bill Morgan, CIO at Phila- 
delphia Stock Exchange Inc., 
said his firm currently has 50 
Sun servers, mostly based on 
UltraSparc 3 and UltraSparc 4 
chip technology. Morgan said 
he wouldn’t consider a pur- 
chase of the new servers until 
| next year at the earliest. 
“Capacity in the securities 
| industry right now is certainly 





SUN’S NEW GALAXY servers 
are half the price of previous 
LEE M LLL tcl os 


a challenge for everybody, es- 
pecially with regard to market 
data,” Morgan said. “To the ex- 
tent that these new machines 
do what they say and you can 
implement them easily without 
a lot of application adjustments 
is a win for Sun. It’s certainly 





Adds tool for 
capacity planning 


BY PATRICK THIBODEAU 
Hewlett-Packard Co. today is 
due to announce upgraded 
management and planning 
tools for its server virtualiza- 
tion technology, as well as 
training services that are in- 
tended to break down cultural 
barriers to the adoption of vir- 
tualization within companies. 
Among the new tools being 
offered as part of HP’s Integri- 
ty Essentials product line is a 
capacity adviser, which looks 
at virtual server workloads 
and expected growth rates and 
recommends a configuration 
that achieves maximum server 
utilization levels. That tool is 





HP Upgrades Software for 
Managing Virtual Servers 


| designed to help users avoid 
situations in which multiple 
applications run out of com- 
puting resources, said Nick 
van der Zweep, director of vir- 
tualization and utility comput- 
ing at HP. 

A new virtualization manag- 
er will provide a console for 
managing physical and virtual 
resources, said van der Zweep. 
HP is also extending an auto- 
mated server resource man- 
agement tool, called Global 
Workload Manager, to support 
the OpenVMS operating sys- 
tem on its Integrity servers. 
The software currently runs 
on HP-UX and Linux. 

Like all hardware vendors, 
HP expects a steady increase 
in virtualization on high-end 
servers as IT departments 





seek to consolidate resources. 
But often, IT managers who 
are used to running dedicated 
servers have questions about 
budget issues if two depart- 
ments start sharing resources. 
They are also typically con- 
cerned about whether applica- 
tions running in a virtual envi- 
ronment will create problems 
for one another. 


Losing Control 

David Grant, data center man- 
ager at Mitel Networks Corp., 
a communications services 
provider in Ottawa, said that 
anyone who has worked in a 
mainframe environment un- 
derstands a shared-services 
concept. But if a user has been 
running one application per 
server, “you come to feel there 
is a little bit of a loss of control 
and management in collapsing 
[various servers] into one 
physical box,” he said. “You feel 
like you're losing something.” 
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something I’m interested in.” 

The Galaxy servers, based 
on AMD Opteron dual-core 
processors, start with an entry- 
level single-processor model 
and expand to an eight-way 
system. The dual-core proces- 
sors offer the ability to run two 
applications on a single chip. 

Sun said the servers will 
start at $745 retail for an entry- 
level box and at $2,595 for a 
midrange model. 

Rubin said the range of 
servers offers companies the 
ability to standardize on the 
systems across their entire IT 
infrastructures. 

“This is their big splash go- 
ing into the x86 space,” said 
IDC analyst Jean Bozman. 

She agreed that the new 
servers are a good fit for the 
financial services industry be- 
cause they can run a variety of 
operating systems across a 
single line of servers, playing 
into the Linux and Windows 
clustering trend. 

“A lot of people continue to 
use Sun on Wall Street. They 
have a lot of investment in Sun 
software,” Bozman said. “What 
you see in this announcement 
is they have to broaden their 
offerings to reach that broader 
audience.” @ 56717 


Among the services being 
added by HP are training 
workshops on virtualization 
technology. Such offerings are 
needed in some cases because 
of cultural resistance on the 
part of users, said Jonathan 
Eunice, an analyst at Illumina- 
ta Inc. in Nashua, N.H. Ven- 
dors “need to explain to peo- 
ple how to use [virtualization] 
to ease the transition,” he said. 

For its Intel-based ProLiant 
servers, HP is augmenting its 
support for VMware Inc.’s vir- 
tualization software with tools 
that make it easier for VMware 
to work with Microsoft Corp.’s 
rival Virtual Server technology. 

The updated Global Work- 
load Manager is shipping now 
for HP-UX and Linux, and the 
OpenVMS support is due to 
follow in December. The ca- 
pacity adviser and virtualiza- 
tion manager also should be 
available by year’s end, said 
van der Zweep. @ 56723 
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Munich Government 
Delays Linux Rollout 


MUNICH 
UNICIPAL OFFICIALS have ac- 
Mi knowledged that the city of 
Munich failed to meet a mid- 
2005 deadline for migrating 14,000 PCs 
running Microsoft Corp.’s Windows 
operating system and Office software 
suite to Linux and OpenOffice.org. 

The initial deadline, first set three 
years ago, has been extended to the 
middle of next year because of delays 
related to potential patent issues and 
a drawn-out bidding process, city offi- 
cials said. 

“A couple of developments have hap- 
pened since we started this process,” 
said Florian Schiessl, a spokesman for 
the Linux project team. He said the 
debate over whether Linux includes 
patented software came “in the middle 
of our public-tender proc- 
ess,” forcing the city to 
call a temporary halt to 
the project. 

A panel of legal experts 
downplayed the patent 
risks. But then the bid- 
ding process took longer 
than expected to com- 
plete because the compet- 
ing offers “were very dif- 
ferent and impossible to 
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| compare,” Schiess] said. 


In April, Munich officials finally 


to extend the project’s pilot phase by 


| another six months. 
| m JOHN BLAU, IDG NEWS SERVICE 


Philips Hands Over Its 
Display Business to TPV 


HONG KONG 
PV TECHNOLOGY Ltd. has taken 
Te production of computer dis- 
plays and entry-level flat-screen 
televisions for Philips Electronics NV 
as part of a deal that gives Philips a mi- 
nority stake in Hong Kong-based TPV. 

Philips last week officially handed 
over the two businesses, which last 
year had revenue of 1.6 billion euros 
($2 billion U.S.), in exchange for a 15% 
stake in the newly en- 
larged TPV plus convert- 
ible bonds. The Amster- 
dam-based electronics 
company said it will mar- 
ket TPV-made computer 
monitors under its own 
brand name. 

Shane Tyau, TPV’s fi- 
nance director, estimated 
that the deal will increase 
his company’s monitor 





shipments by about 3 million units this 
year, to a total of 29 million. 
w DAN NYSTEDT, IDG NEWS SERVICE 


Multinational R&D 


| Firms Look to Taiwan 


| chose SoftCon AG and Gonicus GmbH | 
| to install the open-source software. 
| Schiessl said the city recently decided 


| TAIPEI! 


manufacturing jobs to China, Tai- 

wan over the past two years has 
signed agreements with several multi- 
national companies, mostly IT firms, 
to build 28 research and development 
centers on the island. 

The list of companies includes 
Hewlett-Packard Co., Microsoft and 
Sony Corp., according to Taiwan offi- 
cials. Ho Mei-Yueh, Taiwan’s Minister 
of Economic Affairs, said at a press 
conference earlier this month that the 
effort to attract research operations 
was necessary because Taiwan has 
“lost the low-cost edge” it once had 
on manufacturing. 

Ho estimated that the Taiwan gov- 
ernment and industry will together 


[: AN EFFORT to offset the loss of 


| spend about $10 billion on R&D next 


year — a record for the island. By com- 
parison, combined R&D spending last 
year at IBM and Intel Corp. totaled 
about $10.5 billion (U.S.). To encourage 
local companies to spend more on 
R&D, the government has used legisla- 
tion as well as incentives such as re- 
search grants and lower taxes for re- 
search centers. @ 56645 

w DAN NYSTEDT, IDG NEWS SERVICE 
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Briefly Noted 


The Israel Defense Forces have 
completed a series of projects to 
evaluate the effectiveness of radio 
frequency identification technology 
in managing military assets, ma- 
teriel and supplies. The projects, 
undertaken with Sunnyvale, Calif.- 
based Savi Technology Inc., are 
being assessed for deployment for 
military applications. 

mLINDA ROSENCRANCE 


KTF Co. has selected Nortel Net- 
works Corp. and LG Electronics Inc. 
to supply it with networking hard- 
ware that will run a new ultra-high- 
speed mobile broadband communi- 
cations service in 17 South Korean 
cities, including Seoul. The Seoul- 
based mobile phone service pro- 
vider plans to launch the initial 
phase of the service by December. 
a DAN NYSTEDT, IDG NEWS SERVICE 


intel Corp.'s venture capital arm 
has agreed to invest $16 million in 
Grisoft SRO, an antivirus software 
vendor in the Czech Republic. The 
proposed stake in Grisoft, which 
makes software called AVG, would 
be Intel’s largest investment in Cen- 
tral and Eastern Europe. The Czech 
government must approve the deal. 
m@ T0M KRAZIT, IDG NEWS SERVICE 


Speech Recognition Powers 
Utility's Customer Service 


PG&E system 
boosts ratings, 
delivers rapid ROI 


BY THOMAS HOFFMAN 
Customized speech-recognition 
technology added to PG&E 
Corp.’s interactive voice re- 
sponse (IVR) system has 
helped the San Francisco-based 
utility pare customer support 
costs while improving cus- 
tomer satisfaction, said man- 
agers interviewed last week. 
The parent of Pacific Gas 
and Electric Co. installed the 
customized speech-recogni- 
tion system developed with 
ScanSoft Inc. and Nortel Net- 





works Corp. last fall to help 
automate account identifica- 
tion and provide other cus- 
tomer self-service functionali- 
ty, officials said. 

The Windows server-based 
system has been integrated 
into the utility’s Nortel IVR 
system, along with its cus- 
tomer information, outage 
management and field order 
scheduling systems, said Steve 
Phillips, manager of PG&E’s 
contact center enhancement. 

Drivers behind PG&E’s 
adoption of speech-recogni- 
tion technology included im- 
proving customer satisfaction 
and the utility’s so-called tech- 
nology take rates, Phillips said. 





The latter measures 
the percentage of cus- 
tomers whose needs 
were satisfied using 
the IVR system with- 
out speaking directly 
to a customer service 
representative, he said. 
In addition, the 
speech-recognition 
system provides PG&E 
with the ability to start 
and stop self-service 
transactions that telephone- 
based touch-tone systems 
couldn’t handle, he added. 
Based on customer surveys, 
the speech-recognition system 
has already improved PG&E’s 
customer satisfaction and 
technology take rates, said 
Kent Barnes, a senior project 
manager in PG&E’s contact 
center enhancement group. 
Before the installation of the 


ae Se Ts 
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system paid 
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than a year. 


new system, PG&E 
started conducting 
monthly surveys of 
about 560 IVR users. 
In the first quarter 
of 2004, 61% of cus- 
tomers rated the IVR 
system “excellent” or 
“very good.” The ap- 
proval rate increased 
to 67% last summer, 
before dipping to 64% 
right after the system 
| was installed, said Phillips. By 
June, satisfaction ratings had 
climbed to 69%, he added. 
The technology enabled 
PG&E to improve its technol- 
ogy take rate from 33% to 
about 38%, said Phillips. Based 
on an average cost increase of 
$5 to $9 for a PG&E customer 
service rep to handle a call 
rather than the IVR system, 
Phillips said, the utility’s 





$3 million investment in the 
speech software and associat- 
ed hardware was paid off in 
less than a year. 

Investments in customer 
self-service systems will re- 
main one of the most popular 
areas for investment by power 
company IT operations, Gart- 
ner Inc. analyst Zarko Sumic 
said in a research note. 

Utilities are “eager” to re- 
duce customer support costs 
while improving the quality of 
service, Sumic said. “To meet 
higher complexity at the 
transformational level and in- 
crease ROI potential, leading 
energy companies will com- 
plement Web channels with 
advanced voice technologies” 
such as speech recognition 
and speech synthesis over the 
next two to four years, he said. 
@ 56707 
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BRIEFS 


IBM Adds Version 
Of Notes/Domino 


IBM has taken the wraps off its 
Notes/Domino 7 collaboration ap- 
plication and development plat- 
form. The new version includes in- 
terface tweaks and changes to the 
server software that officials said 
can cut overhead costs by making 
more efficient use of hardware. 
The version is also a step toward 
blending the Notes/Domino archi- 
tecture with IBM’s new Java- 
based Workplace platform. 


AACN AEE ie AIO 


Hester Replaces 
Weber as AMD CTO 


Advanced Micro Devices Inc. 
named Newisys Inc. founder Phil 
Hester as chief technology officer, 
replacing Fred Weber. Weber, who 
led AMD's Opteron and Athion 64 
development teams, left the post 
to pursue other interests. Hester, 
who spent 23 years at IBM, will 
report to Dirk Meyer, president 
and chief operating officer of 
AMD’s processor business. 


area 


Zimbra Unveils 
Alternative to Notes 


Zimbra Inc., the open-source 
start-up that lured Scott Dietzen 
away from the CTO post at BEA 
Systems Inc., has released a beta 
version of its enterprise collabo- 
ration software. The company 
bills the software as an open- 
source alternative to enterprise 
collaboration products like Lotus 
Notes and Exchange Server. 


HP Hires Another 
Palm Exec for Unit 


Hewlett-Packard Co. has hired a 
second former Palm Inc. executive 
for its Personal Systems Group. 
Satjiv Chahil has joined HP as se- 
nior vice president of marketing 
for the division. He had been ad- 
viser to Palm’s chairman, a board 
member of PalmSource Inc. and 
chairman of Palm spin-off Mobile 
Digital Media Inc. In June, HP 
named former Palm CEO Todd 





Bradley to head the group. 


NEWS 


Branding to Hosted C 


Hopes to gain ground on Salesforce.com 
with new CRM OnDemand features 





BY MARC L. SONGINI 
IEBEL SYSTEMS INC. this 
week will bring out a 
new version of its host- 
ed CRM software that 


| adds integration with IBM’s 


Lotus Notes collaboration 
software and lets users offer 
the system under their own 
brand names. 

The San Mateo, Calif.-based 
software vendor is expected to 
unveil Siebel CRM OnDemand 
Release 9 today in the midst of 
its effort to gain momentum 
against hosted CRM sales 
leader Salesforce.com Inc. 

Salesforce.com is expected 
to preview the next release of 
its hosted system this week at 
its Dreamforce user confer- 
ence in San Francisco. 





= A branding feature lets users put 
thei the software. 


s interactive voice response is 
integrated with third-party 


= Contact center analytics are 
enhanced. 


Siebel will likely face fur- 
ther competition in the com- 
ing months: Microsoft Corp. 
last week hinted that it plans 
to enter the hosted CRM fray. 

Hosted CRM sales grew 
105% in 2004 to $403 million, 
up from $196 million a year 
earlier, according to a note 





published last month by AMR 
Research Inc. in Boston. 

At the same time, AMR said, 
SAP AG’s $1.6 billion in overall 
revenue from CRM sales sur- 
passed Siebel’s in 2004 by 
$300 million. 

Keith Raffel, Siebel group 
vice president of products for 
OnDemand, said the Notes 
integration in OnDemand 9 
will let users do things like 
slip customer e-mails directly 
into the Siebel application to 
help speed up quote genera- 
tion. The company already 
supports Microsoft Outlook. 


More Enhancements 
The new version also offers 
integration between Siebel’s 
packaged CRM software and 
the hosted offering’s Contact 
OnDemand component, Raffel 
said. 

The ability to place a com- 
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‘Siebel Adds Notes Integration, 


‘Tool 


pany logo on the software is 
“strong stuff” for branding 
purposes, said Jim Fetherman, 
chief operating officer at Con- 
tinental Dispatch LLC. 

The Lafayette, La.-based 
company uses Siebel Contact 


| OnDemand to provide road- 


side dispatching services to 
customers. Fetherman said he 
will use the branding feature 
in the new version as Conti- 
nental diversifies its business. 
Bruce Daley, an indepen- 
dent analyst in Denver, said 
that while Siebel’s hosted 
CRM sales totals won't easily 
reach Salesforce.com’s num- 
bers, “the fact that the compa- 
ny is doing the difficult work 
of constantly releasing new 
product should serve it well 
when competing with vendors 
like SAP or Microsoft, which 
seem to be just toying with the 
on-demand model.” @ 56716 





Cognos Joins Five Tools, 
Adds Support for OLAP 


Business intelligence product works with 
relational, multidimensional data sources 





BY HEATHER HAVENSTEIN 
Cognos Inc. this week will 
unveil business intelligence 
software that integrates five 
products and is designed to 
work against any data source 
and simplify deployment. 

The new Cognos 8 includes 
query and reporting tools, 
dashboards, and analysis 
and event management capa- 
bilities that can be accessed 
via a single Web-based inter- 
face, according to company 
officials. 

The tool also adds the abili- 
ty to report against multi- 
dimensional online analytical 
processing (OLAP) data, said 
Leah MacMillan, vice presi- 
dent of product marketing. 

The tool integrates Cognos’ 
ReportNet, Metrics Manager, 





PowerPlay, DecisionStream 
and NoticeCast products. 
Cullen/Frost Bankers Inc. 
in San Antonio plans to have 
Cognos 8 — which the compa- 
ny tested earlier this year — in 
production by the first quarter 
of 2006, said Louis Barton, di- 
rector of data warehousing. 


OLAP Advantage 
Cullen/Frost now runs earlier 
versions of the Cognos report- 
ing, scorecarding and OLAP 


| tools for various types of fi- 


nancial reporting. The Web- 
based footprint in the new 
version will let 500 of the 
company’s users run the soft- 
ware, compared with 300 
using the older tools. 

Barton said the support for 
multidimensional data “is 
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Features include querying, 
reporting, dashboards, analy- 
SCRUM mre CLE 
capabilities. 


Dashboards are an extension 
to reporting; users don’t need 
a separate tool to create 
dashboards. 


The Web services foundation 
allows third-party vendors to 
easily add functions 


UWA eurlr lan er tie 
allows users to be alerted to 
the status of an event and can 
trigger a process based on an 
event, like acquiring additional 
parts when inventory dips. 


really big for us because we 
have a lot of our senior man- 
agement looking at the busi- 
ness through the OLAP view- 
point. The next natural thing 
to do is to create a report from 
what you are looking at,” 
which will help the decision- 
making process. 

Regent Medical Americas 








LLC, a medical supply com- 
pany in Norcross, Ga., plans 
to upgrade to Cognos 8 

after an upcoming company 
merger, said BI manager 
Susan Dean. Regent’s parent, 
investment firm Apax Part- 
ners Inc., has acquired Géte- 
borg, Sweden-based Moln- 
lycke Health Care AB, which 
will be merged with Regent, 
Dean said. 

She also said the support 
for reporting against OLAP 
data is the biggest advantage 
of Cognos 8. More than 200 
Regent users have been using 
the Cognos ReportNet tool 
since December for sales and 
financial reporting. 

Because Cognos 8 blends 
OLAP and relational data 
sources, it can help companies 
move BI to more employees, 
said Eric Rogge, an analyst at 
Ventana Research Inc. in San 
Mateo, Calif. 

“The primary engine of 
growth for BI is operational BI 
— deploying BI information to 
front-line workers in applica- 
tions,” he said. @ 56709 
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CA Offers Patented ‘Tech to 
Open-Source 


Follows a similar move in January by 
IBM to release proprietary software 





BY TODD R. WEISS 
OMPUTER Associates 
International Inc. 
last week announced 
plans to make propri- 
etary technologies covered un- 
der 14 CA patents available to 


individuals and groups working | 


on open-source projects. 

The action by the Islandia, 
N.Y.-based software vendor 
comes eight months after IBM 
announced a similar move, 
opening 500 of its patents to 
the open-source community 
last January [QuickLink 
51862]. 

“Part of our motivation is to 
be able to say that we think 
the next generation of innova- 
tion is going to come from 
open-source, and we want the 
next generation of developers 
to be able to innovate,” said 
Mark Barrenechea, executive 
vice president of technology 
strategy and chief technology 
architect at CA. 


Public Relations Ploy? 


Analysts had mixed reactions 
to the move. 

Maria Winslow, an indepen- 
dent open-source software 
analyst in Chapel Hill, N.C., 
said the announcement is like- 
ly “more of a PR move than 
anything else.” 

“Td be interested in how 
valuable [CA] actually believes 
those patents to be,” Winslow 
said. “Without knowing those 
kinds of specifics, it sounds 
more like PR to me.” 

On the other hand, Stuart 
Cohen, CEO of Open Source 
Development Labs Inc., a glob- 
al consortium in Beaverton, 
Ore., that encourages Linux 
adoption, lauded CA's move. 

in a statement, Cohen said 
his organization will work 
with CA and other companies 
that make patented software 
available to create a vehicle to 





administer such technologies. 
Barrenechea said the effort 
will give deveiopers freer 
rein to explore software 
technologies. 
“You get concerned around 
areas that may have strong 


Developers 


patents in place” that can hin- 
der development, he added. 
The technologies covered 
by the 14 patents include 
application development 
and modeling tools, business 
intelligence and analytics soft- 
ware, systems and storage 
management, and network 
management and security 
tools. The affected patents 


also include their counterparts 
that have been issued in other 
countries. 

To qualify for the CA pro- 
gram, licenses of products 
using specified CA intellectual 
property must be certified by 
the Open Source Initiative, 
according to the company. 

Meanwhile, CA last week 

| also said it has reached a long- 


Novell Exec Says Linux Growing in 
Data Center, Gaining in Workgroups 


Most Open Enterprise Server users 
opting for Linux rather than NetWare 





BY CAROL SLIWA 
WALTHAM, MASS 

Novell Inc.’s $290 million in 
revenue in its most recent quar- 
ter fell short of expectations. 
David Patrick, vice president and 
general manager of Novell’s 
Linux, open-source platforms 
and services group, spoke with 
Computerworld about the 
company’s prospects as it tries 
to shift its customer base from 
NetWare to the open-source 
Linux operating system. 


Software licensing revenue was 
down in the third quarter. What 
happened? More and more 
of our business is moving to 
subscription. [SUSE Linux 
Enterprise Server], Linux — 
most of these products are 
subscription-based, so the 
model for us is less license, 
more subscription. 


Have you seen much traction with 
Linux on the desktop? It’s now 
bigger than Macintosh. And it 
is growing. We see Linux on the 
desktop as the longer road. The 
shorter-term opportunities are 


| in Web infrastructure, IT infra- 


structure, Web servers, database 
servers, database hosting and 
these types of things. 





For those server workloads, most 
of the momentum has come from 
users moving from Unix. Will you 
need to get Windows Server users 
to make a switch in order to have 
a successful Linux business? 
When you look at the server 
market, Microsoft doesn’t 
dominate the way they do on 
the desktop environ- 

ment. They’re the 

leader, but Linux and 

Unix also have signifi- 

cant penetration. If 

you look at the total 

market, it’s not just 

about taking share 

from Windows, be- 

cause there’s signifi- 

cant share already by 

Linux and declining share by 
Unix. Windows is not a data 
center operating system. 


But Microsoft has been pushing 
Windows as a data center operat- 
ing system. Sure. That’s their 
growth. They’re moving into 
the data center. But that’s 

not their roots. We're all mov- 
ing up into the data center 


together. 


Will your main focus be the data 
center workload that was tradi- 


| tionally Unix-based? We're talk- 


ing about some pretty big 
numbers here. Today, Linux- 
| and Unix-related products 
around the data center, ac- 
cording to IDC, is somewhere 
near a $6 billion market. We 
certainly would like to have a 
piece of that market. We be- 
lieve that if we effectively 
move in and handle data cen- 
ter workloads, then ultimately 
we will be able to have an an- 
chor business there that will 
move to Linux. 

You have to assume, 
with Microsoft talking 
about things like virtu- 
alization recently, 
that they see Linux has 
a significant opportu- 
nity to move into that 
market. And we’re 
both going to be going 
after it. 





Are you also going to try to get 
back some of Microsoft's strong- 
hold in file-and-print, messaging, 
Web and application servers? 
Novell certainly has a target 
on the workgroup market. It’s 
a market we’ve been in a long 
time with NetWare. Our first 
goal is to move our customer 
base from NetWare over to 
Linux, but then ultimately 

we would like to participate in 
a larger piece of the work- 
group market, too. That’s why 
we've announced projects like 
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term patent agreement with 
IBM, creating an exchange of 
license rights between the 
companies. 

CA and IBM said they will 
work together to encourage 
other vendors to create 
so-called patent commons, 
in which patents are pledged 
to be available royalty-free 
to further innovation in areas 
of broad interest to developers 


and users of IT. @ 56676 


MORE COVERAGE ONLINE 


For more about Linux and open-source 
technologies, visit our Web site: 


e QuickLink s1000 
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Hula, which is open-source 
collaboration running on Lin 
ux. We're fully building our 
print-and-file capabilities into 
Linux. 


Is it realistic to expect to get back 
NetWare users who switched to 
Windows? The encouraging 
thing we’re getting is the rea- 
sonably strong acceptance of 
Linux in our core customer 
base. Remember, we only 
shipped OES [Open Enterprise 
Server, which gives customers 
a choice of running Novell 
services on Linux or NetWare] 
in March. We saw our first full 
quarter of business this quar- 
ter at $31 million, and 65% said 
they were buying OES for Lin- 
ux. As we’re successful in 
moving them over, that builds 
market validation for our 
strategy that we want to then 
leverage for the customers. 
But our initial stages really 
have been focused on our cus- 
tomer base. You need success 
stories. 


How do you expect to see the 
breakdown among your different 
areas of focus with Linux? We're 
focused on Linux in data cen- 
ter workloads, workgroup 
computing around OES and 
desktop. We think the oppor- 
tunity in terms of percentage 
of market penetration is prob- 
ably highest today in the data 
center workloads and applica- 
tion hosting and then moving 
to workgroup and then mov- 
ing to the desktop over the 
long run. @ 56679 
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Ameritrade COO Talks About Business-Technology Mix 


BY LUCAS MEARIAN | 
NEW YORK | 
Asiff Hirji last month was promoted to | 
chief operating officer of Ameritrade 
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Holding Corp. after serving three years 
as CIO at the online brokerage. Hirji dis- 
cussed his new role overseeing business 


| and IT operations and offered advice to 
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other IT and business executives during 
a question-and-answer session at Gart- 
ner Inc.’s Financial Services Technology 


| Summit here late last month. 


How do you see the role of the CIO moving 
more toward a business role? In financial 
services, the technology and the busi- 
ness is going to get more tightly tied 
together. I do see the evolution of the 
CIO being more oriented toward the 
business. I could imagine the head of a 
business division becoming the CIO. 
I’m still making that transition 

from CIO to COO. 


How will you align Ameritrade’s 
technology and business strate- 

gies? I have to believe that 
Ameritrade is a bit of an anom- 

aly. We are a financial services 
firm, but we have more in com- 
mon with the Amazons, eBays 

and Pricelines than we do with, say, 
Citibank or Fleet. 

It’s impossible for the technology 
strategy and business strategy at 
Ameritrade to be misaligned, because 
there’s no such thing as a technology 
strategy here. We are a technology 
company and we have business strate- 
gy, ergo the technology supports that 
business strategy. 


Will you be making changes at Ameritrade, 
which is seen by many as a niche online 
trading company rather than a financial 
services firm? We, like most companies, 
have gone through an evolution. We 
started life as a discount broker. As we 
grew to 6 million account relationships 
and $220 billion in assets, there’s a 
whole plethora of [new] services that 
our clients are now asking us for. 
That’s been the driving logic behind 
the TD Waterhouse transaction 
[QuickLink 55195]. 

It’s also the driving force behind our 
client-centric strategy. We are a very 
low-cost, very highly profitable and 
very scalable financial services trans- 
action processor. We can leverage the 
backbone we have. Our platform is the 
most scalable, most cost-effective trad- 
ing platform on the planet. There’s no 
difference if your trade originated on 
the phone, online or at a branch. It 
processes through that same platform. 


Many organizations see IT as an inhibitor 

of change. How does a CIO or COO change 
that perception? I think a lot of that frus- 
tration probably has to do with [users 
saying], “I can’t get IT to actually do 
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this project on time. They’re never on 
budget.” I’m guessing that’s where a lot 
of that frustration’s coming from. We 
fix that primarily through governance. 
When we put the new structure to- 
gether for Ameritrade, we said let’s un- 
derstand two things: [First], our indus- 
try is really dynamic. So if anybody 
knows in January what’s happening in 
September, they must be God, because 
there’s no one else on the planet who 
can figure that out. 

Second, we’re crap at estimating. If 
we're crap at estimating, I'd rather you 
estimate on something that’s six to 
nine weeks out as opposed to six to 

nine months out. We have a 
very simple rule. Every single 
project we do, six to nine weeks 
is the max time it will take. 


Most companies seem to focus on 

keeping the lights on versus deliver- 

ing robust and reliable systems. Is 

Ameritrade any different? Back in 

my consultant days, the typical 
client would spend roughly 70% of the 
budget on maintenance and 30% on 
new stuff. For us, it’s absolutely the 
inverse. That’s a number I track very 
specifically. We manage to that. 

Second, we look very hard [at spend- 

ing] by area. Typical spending goes 
into things that do not differentiate. 
We try very hard to suck all money out 
of that and pour it back into the things 
that do differentiate. We believe the 
only sustainable competitive advan- 
tage is the quality of our own tool. 
Frankly, my job boils down to one thing: 
attract, retain and develop the best and 
brightest staff. You do that, [and] every- 
thing else takes care of itself. 


What can the average IT operation do to in- 
crease its percentage of new development 
compared with maintenance? [If] your 
payment system is [built] on ’60s 
Cobol, no one’s going to throw that 
out. Maintaining that thing is really 
expensive, so there’s no way on this 
planet that you’re going to get to 70/30 
on that. 

But every new business or new ini- 
tiative can be on open-source tech- 
nologies with horizontally scalable, as 
opposed to vertically scalable, systems. 
[Such systems can be built by] people 
who are trained in Java and know what 
object-oriented code is and know what 
“SLA” stands for. When they build a 
system and manage a system, you will 
be at 70/30 in those parts of your 
world. There are companies in India 
or China who know stuff [like Cobol] 
cold. And they can run it cheaper than 
you can. @ 56675 
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Symbol, Intermec Settle Most Patent Disputes Over RFID | “rmssn nt Siike see 


| tlement weren’t disclosed. 
BY STEPHEN LAWSON | The statement from Symbol | tions on hold for 90 days while | “We prefer to negotiate @ 56654 
Symbol Technologies Inc. and | and Intermec said that the they try to work out any unre- rather than litigate,” saidSal | —————— — 
Intermec Technologies Corp. companies have put all pend- solved intellectual property Ianuzzi, interim president | Lawson is a reporter for the 
have agreed to settle much of ing and anticipated legal ac- disputes. | and CEO of Symbol, inacon- | IDG News Service. 
a yearlong dispute over intel- = = 
lectual property for radio fre- 
quency identification technol- 
ogy, the companies announced 
last week. 

The companies, both of 
which make products that use 
RFID, also said that they in- 
tend to suspend any remaining 
litigation as they work to set- 
tle unresolved issues. 

Everett, Wash.-based Inter- 
mec last year sued Matrics 
Inc. [QuickLink 47465]. Since 
then, Matrics has been ac- 
quired by Symbol, which In- 
termec alleged infringed on 
Intermec RFID patents. 

Meanwhile, Symbol in 
March sued Intermec for yo ur 


pane nemeainae ame infrastructure 


agreement to supply Intermec may p rotect em p 0 ye es 


with laser-scan engines. 
Following those moves by < = 
Symbol, Intermec filed anoth- : | nN S | d Qe 
er patent suit against Holts- ‘ 
ville, N-Y.-based Symbol. 








Licensing Deal What protects 
Under the settlement, each s ‘da? 
vendor has agreed to license emp loyees outside? 
technology from the other. 
Symbol has also agreed to It's no surprise; employees are 
join Intermec’s Rapid Start 
RFID licensing program, View the latest Websense Security Labs webcast: 


which provides access to vari- “Six Degrees of Spyware” 


ous Intermec technologies, in- 3 
cluding RFID tags and fixed www.websensesecuritylabs.com/webcast network—at risk every day. 


and portable readers. 

Intermec will gain access to Websense Remote Filtering extends your 
Symbol intellectual property | usage policies to the mobile workforce, 
through the cross-licensing 
provisions of Rapid Start, ac- 
cording to a statement by the web threats anytime, anywhere. 
companies. 

Intermec will also ask for 
dismissal of its original suit 
against Matrics in U.S. District Download your free evaluatio 
Court in Wilmington, Del., hats erated ie 
and of a complaint against VeRO ee! 
Symbol that it filed with the 
International Trade Commis- 


sion in Washington, according 
to the filing. ’ 

As part of the agreement, \ WZJEBSENSE. 
Symbol said it’s again willing SECURING PRODUCTIVITY ~ 
to sell scan engines to Inter- 
mec, though no orders have © 2005 Websense, Inc. All rights reserved. Websense is a registered trademark of Websense. Inc. in the United States and certain international markets 


yet been placed 


often unaware of the threats that put 


the security of their laptops—and your 


keeping you protected from external 
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SUSE™ LINUX 
Enterprise Server 


Define Your Open Enterprise. 


What does Open mean to you? Community? Security? 
Risk? Reward? Caan it leverage legacy systems? 
Consolidate and simplify? Do you believe in its power 
and potential? 

Introducing Novell software for the open enterprise 
— the only software that makes Open work for you. 
From desktop and data center to identity manage- 
ment, resource management and collaboration, our 


flexible combination of open source and commercial 


Novell. 


This is your open enterprise. 
www.novell.com 
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software delivers more than you ever imagined. The 
power to manage IT assets and effort automatically. 
Freedom from single vendor lock-in. Security that keeps 
the right information safe and the right people informed. 
And the ability to connect people to performance and 
business to possibilities. So you can build an open 
enterprise that makes sense for you — and your future. 
This is Novell software for the open enterprise. The 


Open you've wanted all along. 
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OPINION 


DON TENNANT 


V-Hir 


ISCLAIMER: I have no personal, pro- 
fessional or financial interest in Veri- 
zon Wireless. To my knowledge, I have 
no friends, acquaintances or relatives 
who are employed by Verizon. I have 
no opinion about the merit of Verizon’s services 


compared to those of its 
competitors. No one at 
Verizon or any of its rep- 
resentative agencies is 
aware that I’m writing 
anything about the com- 
pany or its services. 

Whew. OK, with that 
out of the way perhaps I 
can say, without raising 
any suspicions of graft or 
collusion, that I’m a huge 
fan of Verizon’s 3G broad- 
band Internet access ser- 
vice. The reason? It’s doing precisely 
what it’s supposed to do. It’s making 
my life easier. 

As a frequent business traveler, I 
was, until recently, a slave to Wi-Fi. 
And it bugged me. Being dependent 
on Wi-Fi hot spots is lousy when you 
spend an inordinate amount of time 
in airports. Aside from going through 
what, more often than not, was a has- 
sle with the setup, there was the cost 
annoyance. I could really identify 
with the issues raised in a story Lin- 
da Rosencrance wrote last month 
about a feud between Boston’s Logan 
Airport and Continental Airlines 
over charging for Wi-Fi access 
[QuickLink 56048]. As that story 
pointed out, it’s ridiculous to have to 
pay a daily rate for Internet access at 
airports. “How often do I spend a 
full day at the airport?” analyst Jack 
Gold noted. “I’m there for 30 min- 
utes before my flight or between 
connections.” And he nailed the con- 
sequence: If airport authorities per- 
sist with this “extortion,” users will 
find alternatives, like cellular broad- 
band services. 

I was fortunate in that my compa- 
ny provided that very option. Now I 
carry a PC card that enables me to 





connect to Verizon’s 
(not so cleverly named) 
BroadbandAccess net- 
work, and life is sweet. 
Sitting in a plane on the 
tarmac at O’Hare for two 
hours due to a weather 
delay a couple weeks ago 
was made bearable by 
the fact that I was as pro- 
ductive as I would have 
been if I'd been sitting in 
my office. 
Of course, that sort 
of productivity gain doesn’t come 
cheap. Verizon recently lowered the 
monthly fee for unlimited access 
from $79.99 to $59.99, but don’t let 
that fool you. After tacking on the 
various taxes, government sur- 
charges and other fees, we’re paying 
$71 and change per person. Matt 
Smith, Computerworld’s CFO, is as 
affable and accommodating as they 
come, but he’s skeptical of the value 





of broadband access. He’s con- 
vinced that a BlackBerry is suffi- 
cient for the needs of most of us, and 
he’s probably right. On the other 
hand, when you pay 10 bucks a pop 
at airports for Wi-Fi access and an- 
other 10 bucks a night at hotels for 
high-speed connectivity, if you trav- 
el a lot that $71 can begin to look 
pretty good. 

In any case, at least there’s now a 
viable alternative to Wi-Fi for any- 
one who can justify the cost. And it’s 
clear that an alternative was needed. 
A recent Gartner study found that 
only 25% of U.S. business travelers 
use Wi-Fi hot spots [QuickLink 
56648]. The need for more flexible 
billing and payment methods was 
one factor cited by the report’s au- 
thor, since business travelers often 
can’t count on getting reimbursed 
for hot spot charges when Wi-Fi isn’t 
included in their companies’ con- 
tracts with telecommunications 
providers. 

With a broadband access plan, 
that’s not an issue. Neither is the an- 
noyance. Increasingly, that will put 
a big “Why?” in Wi-Fi. @ 56678 








www.computerworld.com 


DAVID MOSCHELLA 


Three 


Questions 
On Google 


ORE THAN the re- 
covered Nasdaq, and 


more than the recent 
pickup in corporate IT spending, the 
buzz and enthusiasm over all things 
Google is the best evidence yet that the 
trauma of the postbubble period is offi- 
cially behind us and it’s OK to believe in 
technology, innovation and the future 
once again. What a relief to be talking 
about Sergey Brin and Larry Page and 
not Ken Lay and Bernie Ebbers. 

Of course, you can’t be as successful 
as Google and not generate controver- 
sy. Although the company has, among 
many other things, significantly im- 
proved Web searches, greatly acceler- 
ated the online advertising industry, 
revitalized the mapping and local 
search businesses, and helped bring 
blogging to the 
mainstream, Google 
is not without its 
critics and skeptics. 

As the company be- 
gins to launch an am- 
bitious range of new 
messaging, informa- 
tion and location- 
based services, there 
have been three 
main lines of debate. 

1. ls Googie the new 
Microsoft? This ques- 
tion is rarely posed 
as a compliment, 
and many fear that 
Google will prey upon smaller com- 
petitors, buy up all the best talent and 
eventually start bullying people and 
deploying proprietary technologies. 
But without minimizing the strength of 
Google’s current position, these fears 
are largely unwarranted. Microsoft's 24 
years of operating systems dominance 
stemmed from our long pre-Web histo- 
ry of proprietary vendor technologies, 
and the company still enjoys high lev- 
els of customer lock-in. You and I could 
switch search engines tomorrow for 
essentially zero cost, just as many of 
us have done in choosing Google over 
AltaVista, Yahoo and others. 

While it’s hard to feel sorry for the 
world’s richest man, you can under- 
stand Bill Gates’ frustration. After all, 
he has spent years championing the 
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IN FINANCIAL SERVICES, it’s the volume and speed of stock trades. 

In telecommunications, it’s the competitive frenzy to serve ever 
more customers with ever more services 

In health care administration, the challenge is not just to process 
payments, but also to prevent fraud and maintain strict compliance 
with new government regulations. 

All global enterprises today live in the fallout of the “data explo 
sion.” They’ve invested millions to gather and store potentially 
valuable data. But they are increasingly challenged to analyze 
process this data quickly and turn it into a competitive adv 

Che “data explosion” itself isn’t news—every business le 
knows there are more data sources and complex data queries than 
ever before. And the stakes keep rising. 

Consider the financial services industry, where billions of dol 
lars are on the line and the decision-making window k 
ing. “In the past, when traders competed for a trade, a few seconds 

t the difference between winning and losing,” says Eric Doyle, 
global industry manager, financial services, at Intel. “Now, with tl 
growth of programmed trading, seconds are an eternity—it’s mil 
liseconds that mean the difference in who wins and loses a trade.” 


THE INFORMATION CHALLENGE 
“Customers today don’t have the challenge of having enough 
data,” says Christopher Buss, director of business intelligence at HP. 
eing able to identify and process the right amount of data is 
really what they’re struggling with.” 














Among the issues: 

Sheer numbers. Informational queries 
overwhelm IT staff and systems. The longer 
those queries take, the more they threaten 
the operational performance of the organ 
ization and compromise service level agree 
ments (SLAs). 

Regulatory compliance. For indus 
like financial services and health ca 


Existing sys 


es 
Curt 


, the 
need to meet myriad regulatory require 
ments—such as storing more data for longer 
periods of time—overwhelms systems and 
staffs, diverting time and energy from proj 
ects that build the business. 

Cost. More complex queries mean more investments in storage 
to have 


sdy and 


hardware, reporting systems and staff training. “You wa 
a balance 


available as you possibly can,” says Kath 


between lowering costs and making data as spe¢ 


n Schaub, vice president 


of product marketing at Sybase. 


THE BUSINESS OPPORTUNITIES 
ers have long tried to derive value 
ort. Relational 


database management systems (RDBMSs), for example, don’t ade 


Business and technology le 
from business data, but traditional methods fall s 
quately support the sophisticated reporting and analytics necessary 
for quick decision making. Data warehouses are costly in terms of 
time, money and resources, and traditional reporting systems can 
be inefficient and expensive. 

But it’s not just an IT ch age. “This is much more than a data 
management issue for IT,” says Intel’s Doyle. “It’s a line-of-busi 
ness issue: understanding how to architect an infrastructure that can 
analyze these huge data sets and make smarter business decisions 
in ever shorter periods of time. The firms that make the best use of 
this market data have the competitive advantage.” 

Increasingly, smart business leaders are turning to a new gener 
ation of data analytics solutions to do just that. 

Collaboration among HP, Intel and Sybase drives integrated 
reporting solutions that enable the analysis and reporting of busi 
ness data with unprecedented s] 


running on 64-bit Intel® Itanium” 2 processor-based HP servers, can 


ed and cost-efficiency. Sybase IQ, 
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What Is Your 
Greatest Data E 


Too much data 
Too many regulatory issues 


ms too unwie 


Post your answer to this quick poll at 


dramatically accelerate time-to-informa 
tion while reducing the cost and complex 
ity of data manageme 


The Sybase IQ platform running on 


xplosion 

nt! 

Itanium 2-based HP servers gives global 

businesses the means to capitalize on the 

data explosion through: 
Standardization. Because this inno 

analytics solution is built with 


y and expensive 


ent analytic tools too slow 


vative data 
a standarc¢ 
easily integrates with existing systems, it 


based relational design and 


overcomes the complexity that strains 
many IT departments. 


Speed. Using a column-based structure 


and running on 64-bit Itanium 2-based HP servers, Sybase IQ 
ers queries up to 100 times faster than an RDBMS. 

Compliance. By providing a platform for more complete analy 
sis and reporting along with easy access to historical data, Sybase IQ 
gives businesses tools to meet regulatory requirements. 

Cost Reduction. By reducing analytics and storage costs wl 
minimizing risk, the platform contributes to a healthy bottom 


le 
line. Running on Itanium 2-based HP systems, the solution scales as 
user loads increase, enabling smarter, faster decisions with low 
cost of ownership. Sophisticated compression algorithms reduc 
storage needs by 30 to 70 percent. 

d data analytics 
not a luxury. Innovative, low-cost solutions that 


In this post “data explosion” world, sophistica 
are a necessity 
> it easier 


comb ss ma 


than ever to gain value from the data you have today while driving 


ine extraordinary speed, agility and ope 


faster time to money. 


‘FOR MORE ON THE DATA EXPLOSION 


Visit www.computerworld.com/dataexplosion for white papers, 
news and analysis, and check out the interactive webcast featur- 
ing experts from Sybase, Intel and HP in an engaging discussion of 
the business imperative and technology tools helping global enter- 
prises turn the data explosion challenge into a new opportunity to 
grow their business. 
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Sybase IQ”, Bloor Research, www.sybase.com/det 
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goal of bringing “information to your 
fingertips.” Yet despite Microsoft’s 
legions of highly paid R&D gurus, a 
couple of graduate students have be- 
come rivals by suddenly making Gates’ 
dream a reality. Nevertheless, Micro- 
soft remains a relentless business ma- 
chine. Because Google is the most in- 
novative IT company we have seen in 
years, this increasingly high-stakes 
competition should be fun to watch. 

2. Is Google worth $75 billion? While 
Google is unlikely to become a Micro- 
soft-like monopoly, that doesn’t mean 
it can’t sustain its astonishing stock- 
market valuation. The more apt busi- 
ness-model comparison is with eBay, 
another dot-com that has created phe- 
nomenal wealth by dominating a large 
and growing market. However, it is easy 
to imagine that new search technolo- 
gies based upon personalization, com- 
munity interaction, RSS, tagged pages, 
ontologies, mobility and eventually the 
Semantic Web might reshape the com- 
petitive playing field. If Google can nav- 
igate these shifts and hold its current 
position, it will have earned its fortunes. 

3. Is Google Big Brother? Concerns have 
been expressed about the amount of 
sensitive personal information one can 
now obtain on the Web. But Google 
didn’t create or publish this informa- 
tion, and blaming the search engine is 
a bit like blaming the card catalog for 
what’s in the library. As for the poten- 
tial privacy risks of Gmail, Google 
Desktop, etc., if Google ever deploys 
these services in a way that clearly be- 
trays consumer trust, it will pay a terri- 
ble price, and therefore it is likely to 
tread very carefully. Never forget that 
if you have a particular disease, reli- 
gious belief, political conviction, finan- 
cial concern or sexual inclination, the 
Internet provides the most private 
means for learning and communicating 
in human history. By far. 

On balance, this is one very happy 
story. @ 56596 


MICHAEL GARTENBERG 


Don’t Give 
Up on Pen 
Computing 


HEN IT comes to 
futuristic concepts, 


few ideas have cap- 
tured the imagination like pen-based 
computing. The idea of doing away 
with a cumbersome keyboard for navi- 


gating and entering infor- 
mation has long been a Holy 
Grail, but it has met with 
little success. Microsoft’s 
Tablet PC operating system 
has failed to take the world 
by storm, and lots of plat- 
forms — from the Momenta 
PC to Pen Windows, and 
from the Newton to Palm- 
Pilots — have come and 
gone while failing to shift 
the masses from their key- 
boards. Even PDAs and 
smart phones have shifted 
from being poster children 
for pen-based platforms to 
adopting tiny keyboards for 
text entry. 

Several factors have 
slowed or doomed pen- 
based platforms, but they 
can all be overcome. 

First, handwriting recognition has 
never lived up to its hype, nor can it. 
From the outset, the notion of pen- 
based systems has been linked with 
the concept of handwriting recogni- 
tion, which hasn’t served the market 
well. It’s really not the fault of the 
technology, though. As I’ve said be- 
fore, if you can’t read your own hand- 
writing, then it isn’t reasonable to ex- 
pect a computer to be able to. The pin- 
nacle of the handwriting-recognition 
disaster came shortly after the intro- 
duction of Apple’s Newton, when the 





device and its handwriting 
software were ridiculed in 
the comic strip “Doones- 
bury.” The concept never 
really recovered, although 
the Palm OS’s Graffiti 
recognition software clev- 
erly shifted the burden of 
error from the device to 
the user, a brilliant move 
that reset expectations. 
The key to overcoming the 
shortcomings of handwrit- 
ing recognition is to em- 
phasize the other aspects 
of a tablet user interface, 
such as electronic ink for 
note taking, and to use the 
pen and tablet mode for 
things like consuming and 
editing information. 
Second, most hardware 
has been inadequate, even 
when the software was good enough. 
Pen computing loses much of its pow- 
erful allure when too many trade-offs 
are needed in order to gain the pen- 
based functions. This is precisely the 
problem that has plagued the current 
generation of tablet PCs. 

Too often, users are forced to deal 
with shortcomings when it comes to 
weight (tablets should be light enough 
to use comfortably in tablet mode), 
battery life and keyboards. A good 
tablet PC has to be portable enough to 


| deliver a good pen experience while 


aa Tats 





not compromising on screen, keyboard 


| or battery so that it can deliver a good 


notebook experience as well. Today, 
only a few computers provide this ex- 
perience, led by the newest member of 
the ThinkPad family, the x41 tablet. 
While keeping the weight of the x41 to 


| under 4 lb., Lenovo managed to in- 


clude a high-capacity battery and re- 
tain the ThinkPad’s legendary key- 
board and screen. This, at last, is a 
computer that reaily overcomes the 
hardware shortcomings that have been 
inherent in pen-based computing. 

Pen computing isn’t dead, but it is 
stagnant. For small devices where 
browsing is more important than con- 
tent creation, the pen is an ideal navi- 
gation tool. But when it comes to com- 


| posing information like e-mail, thumb 


keyboards are proving superior, even 
in small devices. 

The PC is a different story. Despite 
Microsoft’s best efforts, tablet PCs 


| haven’t really caught on. Still, with 


devices like the x41 coming to market, 
it’s time for IT to take another look 

at the functionality of tablet PCs and 
see where it makes sense to deploy 
them. There are a lot of places where 
the pen is mightier than the keyboard. 
@ 56597 
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Dual MBAs Wanted 


HE TOPIC in the article “2 for 1” 

[QuickLink 55183] fits right into 
my plan. | currently have a two-year 
degree in computer science, have 
been employed in the computer in- 
dustry for 10 years and am working 
for a dual major in business man- 
agement and business finance at a 
local university. It was good to read 
that businesses are looking for peo- 
ple with dual MBAs. 
Anton C. Towne 
Systems engineer/e-mail 


administrator, Marshall, Minn. | 


Execs Need Training | 


AGREED with Michael Garten- 
berg’s article “The High Cost of 
Not Training” [QuickLink 55371). 
I'm sure the company that the CEO 
worked for had a fine training pro- 
gram. The problem is that the senior 
executives are not comfortable go- 


| 
| 
| 





ing to the same classes as the more 
computer-literate workforce. 

When | was CIO at Ace Hard- 
ware, we solved this problem by 
asking for volunteers from IT to act 


| as mentors to our officers. We limit- 
| ed the one-on-one training to two 


hours per month and specified that 


| this was over and above their regu- 


lar jobs. We found that we had many 
people who were experts in the PC 
and really liked the change of pace 
of doing some teaching. In addition, 


| they got to meet some people in the 
| company whom they didn’t know. 


This was not an original idea. | 
think | got it from an article about a 
program at GE. It has been very 
successful, motivating, fun and free. 
Paul M. Ingevaldson 


Retired, St. Charles, Ill. 


ARTENBERG'S POINT, that 

slashes to training ultimately 
cost more in support and user frus- 
tration than they save, is 100% 





valid. However, the problem for the 
CEO who did not know how to use 


| basic PC software is probably not 


training but his own attitude toward 

technology and his IT department. 
Who hasn't worked for execu- 

tives who are too good to participate 


| in training and refuse to make time 


for IT to personally show them how 
to use new technology? When the 
new gadgets were being handed 
out, did the executive take 10 min- 
utes to have IT provide a one-on- 
one overview? Has this executive 


| ever reached out for help or identi- 


fied his own training needs, let alone 


| his organization's training needs? 


Executives do not like to admit 


need help. It sounds like he'd rather 
complain to a complete stranger in 
an airport than be accountable for his 
own knowledge and ask for assis- 
tance within his organization. 

Chris Williams 

Houston 


ERY, VERY TRUE. Our training 
department was decimated 
during a restructuring and layoff a 
couple of years ago. The very peo- 
ple we relied on to assist users and 
| get our environment to the next lev- 
el were let go 

Terry DellaVecchia 

Technical development 

| manager, Lyondell Chemical 

| Co., Hunt Valley, Md. 


| COMPUTERWORLD welcomes 
| comments from its readers. 


Letters will be edited for brevity 
and clarity. They should be ad- 
dressed to Letters, Computer- 


world, PO Box 9171, 1 Speen 
that they do not know everything and | 


Street, Framingham, Mass. 01701 
Fax: (508) 879-4843. E-mail 
letters@computerworld.com. 
Include an address and phone 
number for immediate verification 


For more letters on these and 
other topics, go to 
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ThinkPad recommends Windows® XP Professional. 


LOSE THE WIRES. 
AND, WHILE YOU'RE AT IT, 


LOSE THE HACKERS. 


Availability: All offers subject to availability. Lenovo reserves the right to alter product offerings and specifications at any time, without notice. Lenovo is not responsible for photographic or typographic errors. *Pricing: Prices do not include tax or shipping or recycling fees and are subject to change without 
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NETSCOUT’S PROGRESSIVE ANA 


Network 
Monitor 
With a Brain 


By analyzing network traffic in real time, 
this statistical tool catches anomalies 
early, then diagnoses the cause. 

BY GARY H. ANTHES 


COMPUTERWORLD 
HORIZON Under 
AWARDS 2005 


a 
* 
* 
2 
& 
® 
» 
2 
® 
e 
9 
& 
3 
a 
2 
% 
® 
© 
3 
® 


HERE’S A LOT NOT TO LIKE about conventional 

computer performance monitoring tools, say 

the product developers at NetScout Systems 

Inc.: They’re much too slow, they flag problems 

without diagnosing them, and they give so 
many false alerts they are often ignored. 

NetScout, a Computerworld Horizon Award winner, 
says the answer lies in its Progressive Analytics offer- 
ing, a statistical tool that learns normal network be- 
havior over time and spots and diagnoses anomalies 
long before conventional tools are aware of them. It 

will be introduced com- 
mercially by the end of the 
year, the company says. 
www.netscout.con Progressive Analytics 
is the brainchild of Ron 
Hiller, now director of 
engineering analytics at 
ro NetScout in Westford, 
aiileta Mass. Hiller worked on 
network anomaly detec- 


& 


Take alook inside the research labs and private 
companies that earned top honors in the first annual 
Computerworld Horizon Awards, where technologies 


that defend against worms, ee voice rec ordinas 
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“This provides much more reliable alarms,” says NetScout’s 


tion years ago at Bell Laboratories and, he says, 
“jt became obvious that the standard approaches 
really don’t work.” 

So Hiller found some venture capital, launched 
Quantiva Inc. in 2000 and began applying the 
lessons learned from telephone network prob- 
lems. In April, NetScout bought Quantiva and be- 
gan incorporating Hiller’s work into its nGenius 
family of performance management products. 

Hiller says traditional products are based on 
simple rules, such as sounding an alarm if per- 
centage utilization of a resource or response time 
rises to some predetermined level. Users are en- 
couraged to set the thresholds high to avoid false 
alerts, and they often don’t get an alert soon 
enough to diagnose and respond before a service 
outage occurs. 

But Hiller says Progressive Analytics detects 
anomalies by analyzing network traffic in real 
time and comparing it to normal patterns of be- 
havior. It then automatically diagnoses the cause 
of the problem, rather than leaving that to manu- 
al efforts. 

He says conventional tools are often not trust- 
ed because of false alarms. 

“The network operations guy will come in 
in the morning and delete all the ones from the 
night before,” he says. “If the phone never rings, 
he still has his job.” Progressive Analytics re- 
duces the number of false alerts by a factor of 
100, he says. 

Hiller says NetScout tested the technique on 
the network traffic of a major financial services 
Web site. “It found anomalies caused by a main- 
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ofthe Progressive Analytics product. 


frame in the back office that the company’s net- 
work operations center had not detected with 
their conventional tools,” he says. 

“I don’t see this as something routine in 
the marketplace yet, and I think that it could 
provide some tremendous advantages for 
NetScout over time,” says Dennis Drogseth, an 
analyst at Enterprise Management Associates in 
Boulder, Colo. “Quantiva brings them ... toward 
a higher-level value proposition that includes 
application as well as network performance at a 
more strategic level. This can enable them to 
reach up the food chain in IT toward more exec- 
utive buyers.” 

At present, the technology looks at application 
traffic patterns gathered from passive, network- 
layer instrumentation. But Hiller says its reach 
will be extended to individual clients and 
servers, as well as to the applications on them. 
The core software is likely to be installed on a 
server in a company’s network operations center 
but can take data from multiple points around 
the enterprise via NetScout’s nGenius probes, 
he says. 

Asked if, in addition to detecting problems and 
diagnosing them, Progressive Analytics might 
one day automatically fix them as well, Hiller 
stops short of promising that it will. However, he 
notes, “the buzzwords in the industry are auto- 
nomic computing and adaptive computing. But the 
problem with traditional feeds into those systems 
is you can’t fix something if you are not 
really sure it’s broken. This provides much more 
reliable alarms.” @ 55942 
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NICE SYSTEMS’ NI 


Voice 


Analyzer 
Dicks 
Clues 


This app hears nuances in call center 
recordings that can be used to improve 
service quality. BY DREW ROBB 
@eeeeceeseeaeeeeeeoeeeeeeesoeeeeeeeeeeeee 
ID YOU EVER STOP to wonder about the sheer 
volume of time we spend talking to customer 
service reps in call centers? According to In- 
coming Calls Management Institute Inc., there 
are 50,600 call centers in the U.S. containing 
2.86 million agent positions. Add another 4,500 call 
centers in Canada (212,000 agent positions) and prob- 
ably another million or so agent positions overseas 
devoted exclusively to the U.S. market. Let’s say 
there are 4 million agents each talking to customers 
1,000 hours per year — that’s 4 billion hours. Imagine 
if that data could be captured and mined effectively. 
Enter Israeli company Nice Systems Ltd. and its 
Nice Perform application, which analyzes voice 
recordings (typically retained for quality control) and 
combines the information with a wealth of other data, 
including voice over IP, e-mail, chat and agent screens. 
“The drivers for cus- 
tomer behavior are in- 
creasingly hard to get 
due to limitations 
placed on outbound 
communications by 
legislation such as the 
[Federal Trade Commis- 
sion’s do-not-call] list,” 
says Seema Lall, an ana- 
lyst at Frost & Sullivan 
Ltd. “Nice Perform 
Continued on page 32 
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Continued from page 30 

offers enterprises the means to tap into the hidden 
information gold mine within agent/customer- 
interaction recordings.” 

Lall says creative application of this technology 
could significantly affect the bottom line. The 
word-spotting and data-mining capabilities, for in- 
stance, could be used to monitor compliance with 
regulations such as the do-not-call list and avoid 
hefty penalties. Contact centers could harness the 
data to improve quality management, raise produc- 
tivity, conduct root-cause analyses and enforce 
agent adherence to scripts. Alternatively, sales and 
marketing could use it for sales planning and moni- 
toring, or to prevent customer defections. 

“Nice Perform analytics turn millions of cus- 
tomer interactions into structured data that can be 
utilized by existing business intelligence and cus- 
tomer intelligence solutions,” says Yoel Golden- 
berg, director of contact centers and enterprise so- 
lutions at Nice Systems. “This dramatically short- 
ens the ROI period for these solutions, makes them 
more efficient and means that many more people 
in the enterprise can take advantage of them.” 

Nice Systems already had a background in word 
spotting, emotion detection and speech recogni- 
tion, so this product grew out of existing expertise. 
The entire development was undertaken in-house. 
It’s built on Microsoft Corp.’s .Net technology. 

Nice used extreme programming methodologies 
within a structured source management environ- 
ment, with regular code reviews. Along the way, de- 
velopers ran into some hurdles — primarily as a re- 
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sult of the great variety of customer environments 
that had to be accommodated. For example, Perform 
had to work with a wide range of telephony switch- 
es, computer/telephony integration (CTD servers, 
storage management systems, firewalls and more. 
This led to one major technological change during 
the process — a move from ASP .Net to smart- 
client technology, which improved functionality 
and simplified deployment. 

Another stumbling block was figuring out how 
to filter out the music that customers hear when 
they’re on hold or being transferred to another 
agent. “The speech analysis engine often interprets 
music as a new speaker or as a very emotional re- 
action for the current speaker,” says Goldenberg. 
“In order to eliminate this problem, we included 
the CTI indications in the analysis process so that 
the engine doesn’t analyze on-hold segments.” 

The product has been on the market for about a 
year, and minor enhancements are planned for next 
year. According to Lall, Nice provides a compre- 
hensive analytics system. She says speech analytics 
products such as Nice Perform hold great promise 
for enterprises looking to harness the contact cen- 
ter as an effective source of customer information. 

“Speech analytics products are poised for im- 
mense growth over the coming years as enterprises 
get better educated on the capabilities of these 
types of products and utilize them creatively to 
derive business value,” says Lall. @ 56085 





Robb is a Computerworld contributing writer 
in Los Angeles. 


This diagram shows the main components of Nice Perform and the 
connections between them. information is captured from 
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The Computerworld Horizon Awards were 
established this year to make readers aware 
of especially cutting-edge technologies from 
research labs and companies that are looming 
on the horizon. 

Beginning this past May, Computerworld 
accepted nominations online for innovative 
technologies that meet the needs of enterprise 
IT. Eligible organizations were required to have 
a technology that meets one of the following 
needs: 


@ Provides the means for applications integration 
across disparate systems and geographies. 


® Facilitates communication and collaboration 
among geographically dispersed teams or 
business units. 


@ Provides security for corporate information 
assets, and privacy for employee and customer 
information. 


™ Manages burgeoning needs for information 
storage and disaster recovery in today’s 
regulated world. 


& Provides manageable mobile/wireless 
computing for office workers, remote 
employees and business travelers. 


& Improves communications and visibility within 
the supply chain. 


@ Makes it easier to manage the plethora of 
computing, networking and storage devices in 
today’s corporations. 


™ Manages e-commerce and Web initiatives and 
helps them turn a profit. 


@ Extracts and leverages critical business 
intelligence from expanding data stores. 


®@ Develops high-quality in-house software appli- 
cations on time and on budget that meet busi- 
ness needs. 


@& Makes basic improvements in hardware 
or software architecture that enhance process- 
ing or communication for a wide variety 
of applications. 
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IBM ALMADEN RESEARCH CENTER’S 
INTELLIGENT BRICKS AND 
KYBOS SOFTWARE 


Supersmart 
Storage 


When one set of disk drives fails, this 
storage system assigns new ones to 
take over. BY STACY COLLETT 


eeeeeeoaee eee eee eeea ee eee eeeeeeeeceeeee 
HE HUMAN BRAIN COMES equipped with more 
transmitting neurons than it needs. When a 
neuron dies, the brain automatically lets other 
neurons take over. So why can’t storage sys- 
tems do the same thing when a disk drive fails 
— without an administrator’s help? 

Moidin Mohiuddin and his research team at IBM’s 
Almaden Research Center in San Jose are exploring 
that paradigm with Intelligent Bricks hardware and 
Kybos software. Together, they are creating an intel- 
ligent storage system architecture that will make 
data easier to manage, lower maintenance costs and 
reduce environmental impacts such as cooling, pow- 
er, floor space and noise. 

The basic unit of the scalable hardware is called a 
brick, an idea that was developed by IBM researcher 
Winfried Wilcke in 2001. Each brick contains a proc- 
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| essor, some disks and an Ethernet switch chip. Bricks 
are placed next to one another and communicate 
with their neighbors without cables or connectors by 
using capacitive couplers on each brick face, forming 
a 3-D, high-speed mesh network. 

While each brick uses inexpensive hardware with- 
out internal redundancy, the entire 27-brick cube 
which is about the size of a small ottoman — has a 
26TB capacity and is highly reliable and interactive. 

When used with the Kybos (Greek for “cube”) 
software, the system senses that a brick or set of disk 
drives has failed and assigns new bricks to take over 
that function. 

Software users will also be able to enter the perfor- 
mance requirements they desire, such as number of 
I/Os per second, maximum latency allowed or data- 
retrieval speed, and the software will configure the 
system to work at that level. 

The key is providing a lot of redundancy, explains 
Mohiuddin, senior manager of advanced storage sub- 
systems at IBM. The prototype uses 25% more bricks 
than are actually needed to store the data, which al- 
lows for fail-over space. As a result, “you can wait 
four years before you do any servicing,” because 
damaged disk drives don’t need re- 
placed quickly, he adds. 

The bricks’ small size cuts down on 
| floor-space requirements, and they are 
cooled by water, not fans, reducing 
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hand, the software looks more interesting because it 
holds the promise of lowering TCO by creating an 
infrastructure that’s more flexible, extensible and 
manageable.” 

With only a 10-member research team working on 
such a large project, Mohiuddin relied on partner- 
ships with other IBM units to help with the proto- 
type. IBM Germany, for instance, designed some of 
the circuit boards, while IBM’s Watson Research 
Center in Yorktown Heights, N-Y., helped to build ca- 
pacitive couplers and assemble the bricks. 

Today, the team must keep up with advances in 
disk drive technology. “Our first prototype had com- 
ponents that were available in 2001,” Mohiuddin 
says. “So we want to redesign the whole system with 
newer components” that could increase data capaci- 
ty on each brick from 1TB to 4TB. 

By 2010, Mohiuddin says he expects to see the 
fruits of his research used in storage systems for 
medical images, simulation applications, Web sites 
and other storage-intensive applications. 

Today, however, the hardware and software pro- 
jects are progressing at separate paces. So Kybos 
might be available first for existing storage systems. 

“But the storage system would need 
high communication bandwidth be- 
cause [Kybos] moves data around 
to meet your needs,” according to 
Mohiuddin. 


noise and power consumption. 
One analyst gives this emerging tech- 
nology mixed reviews. “It’s not clear 
| that [brick technology] will have a 
transformational impact on acquisition 
costs,” says Gartner Inc. analyst Stanley 
Zaffos, who is familiar with brick and 
large-array hardware. “On the other 
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Together, Intelligent Bricks and 
Kybos create IBM’s “grand vision” for 
future storage systems, he adds. “It’s 
inexpensive, scalable and easy to ad- 


minister.” © 56114 





Collett is a Computerworld contributing 
writer. Contact her at stcollett@aol.com. 
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MICROSOFT RESEARCH’S VIGILANTE 


Fleet-Footed 
Worm Blocker 


Software can detect and defend 
against worms in network traffic at 
ightning speed. BY GARY H. ANTHES 


@eeeeeeeeeeeoe eee eeceeeeeeeeeeeeeeeeeae 
UST BEFORE 5:30 GMT on Saturday, Jan. 25, 2003, 
the Slammer worm crawled into the Internet. 
The world’s first high-speed worm doubled in 
size every 8.5 seconds and infected more than 
90% of the world’s vulnerable hosts within 10 

minutes, according to a report published by the Uni- 

versity of California, Berkeley. 

Slammer caused network outages, airline flight 
cancellations and automated teller machine failures, 
according to the report. And subsequent worms have 
gone further and faster. 

Now Horizon Award winner Microsoft Corp. is 
developing a defense against such fast-replicating 
worms. Vigilante, experimental software from Mi- 
crosoft Research in Cam- 
bridge, England, detects 
worms in network traffic 
— even new ones with no 
known signatures — then 
generates “filters” against 
them and sends alerts to 
other machines on the net- 
work. The process is quick 
enough to block worms be- 
fore humans are even aware of their existence, says 
Manuel Costa, a research software design engineer. 

Computers running Vigilante generate “self- 
certifying alerts” when they detect an attack and 
then send them to other machines, which can verify 
the alerts before taking defensive action. The Vigi- 
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lante algorithms that detect worms and issue alerts 
are computationally intensive and typically would 
run on just a few nonproduction “honeypot” servers, 
Costa says. But the protection mechanisms that re- 
spond to the alerts are very efficient and would run 
on every machine on a company’s network, he says. 
Costa says Vigilante is strictly a research project at 
present and may or may not end up as a product. But, 


| he says, “we are actively talking with Microsoft prod- 


uct groups.” He says his team is “looking to improve 
every part of the system,” including its speed and 
ability to detect a wide variety of worms. 

Costa says his research team faced two major chal- 
lenges when it got started in December 2003. The 
first was to create algorithms that would work in a 
general way so as to detect worms not previously 


| seen. A related challenge was to generate no false 


alerts, which would cause it to block legitimate traf- 
fic. The first challenge hasn’t been entirely met, Cos- 
ta says, and is the subject of further research. But as 
for the false alerts, he says, “when an alert is verified, 
we are absolutely certain it’s a bad thing.” 

“This has potential . . . specifically in large enter- 
prise or government networks, where a degree of uni- 
form control policies exist for the security systems,” 
says Robert Ghanea-Hercock, a principal scientist at 
BT Group PLC in London. “But it is less valuable in 
the open network or broadband sector due to the 
lack of cooperation between the security vendors.” 

Matthew Williamson, a senior research scientist 
at Sana Security Inc. in San Mateo, Calif., says some 
tough technical issues need to be resolved before 
tools like Vigilante see widespread use. “However, 
there is no question that we need adaptive security 
mechanisms in general, and adaptive mechanisms 
themselves are becoming more common,” he says. 

But developing worm medicine is like planning 
to fight the last war, Williamson says. “The worm- 
writing community has been joined by a much larger 
group of malware writers who are professional crim- 
inals motivated by making money on the Internet by 
stealing information, extortion, blackmail, phishing 
and so on,” he says. “Thus, while there might be 
more big worms, there will definitely be more mali- 
cious spyware and attacks designed both to steal and 
exploit stolen information.” @ 55821 


Vigilante detects worms by analyzing attempts to infect applications on the host and then broadcasts self-certifying alerts. 
The alerts are proofs of vulerability that other hosts can use to generate filters while allowing normal execution to continue. 
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PYTHON SOFTWARE 
FOUNDATION’S PYTHON 


Put in 
Plain 
Language 


The highly portable, object- 
oriented Python language moves 
into enterprise application devel- 
opment. x 


T’S KNOWN AS A programmer’s program- 
ming language. And after years of fine- 
tuning, the open-source Python is graduat- 
ing from being the darling of a select 
group of developers to being the brains 
behind some mainstream applications. 

Guido van Rossum, principal architect of 
the language and founder of the nonprofit 
Python Software Foundation, developed the 
earliest version of 
the Python lan- 
guage about 15 
years ago with help 
from two partners 
— Jack Jansen and 
Sjoerd Mullender 
— largely as a hob- 
by. His goal was to 
create a highly 
portable, object-oriented language that was 
less complex than Java or C ++ and could be 
manipulated by developers in a toolbox-like 
environment. 

“It really is a programming language that 
tries hard to make the programmer happy,” 
says van Rossum. “Whether a small applica- 
tion or large application, its users are contin- 
ually wowed at how quickly they get results 
and do prototypes and show demonstrations, 
and how soon the prototype can be actually 
used in an application.” 

Although Python isn’t generally well 

Continued on page 40 
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IBM eServer xSeries 346 Express 


Help maximize performance 
and improve availability in a 
rack dense environment with 
Xtended Design Architecture 
Includes features like Calibrated 
Vectored Cooling, an IBM inno- 
vation that helps to cool your 
system and improve uptime 
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IBM TotalStorage DS300 Express 
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IBM eServer xSeries 366 Express 


With the power of 3rd generation 
Enterprise X-Architecture” it sets 
a new standard for 4-socket, 
64-bit servers. Delivers increased 
performance, systems manage- 
ability, and simultaneous support 
for 32 and 64-bit apps. 


System features 
14-bit Intel Xeon 
ors MP 3.66GHz 
64GB DDR memory 
4GB memory expandable 
to 64GB 
x 64-bit Act 
IBM Director 
Calibrated Vector 


Narranty: up t 


$13,779** 


(Other configurations as low as $6,999") 


IBM Financing Advantage 
$379 


System features 


Entry-level, cost-effective SCSI storage systems 
designed to deliver advanced functionality at a 
breakthrough price. Provides an exceptional 
solution for work group storage applications, 
such as e-mail, file, print, database and Intel 


Xeon Processor-based servers. 


$5,355* 


IBM eServer BladeCenter HS20 Express 


Designed to support the Intel 
Xeon Processor and packed 
with high-availability features, 
the eServer BladeCenter 

HS20 with an industry-leading 
modular design delivers density 
without sacrificing processor 
performance. 


System features 


Up to two 


IBM Director 
Limited warranty: up to 3 years 


1-site 


$2,979** 


(Other configurations as low as $1,839") 


IBM Financing Advantage 
$82 


ited warrar 
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IBM Financing Advantage 


(Other configurations as low as $2,995) $147 





TO THEM AFTER. 


With IBM® Express Servers and Storage” offerings 


designed for mid-sized businesses, help is here. a 
THE WORLD’S HELP DESK 


You've already got a zillion things that require your 
attention—you shouldn't have to worry about your systems 
That's why IBM Express products offer reliability features, _ Learn more aloout our ful 
which help them do their job so you can focus on yours. range of TBm Express 


Take IBM Director, which comes standard: It can pro- products and financing 

actively notify you of a potential problem—up to 48 hours options. And find we TBm 
in advance. Or our Calibrated Vectored Cooling feature 
available on select xSeries systems. It can cool your system : 
more efficiently. This means more features can be who can help you choose the 


packed into a smaller server—for more functionality and night system to meet your 
greater flexibility 


Business Parmer near you. - 3 


! requirements. 

It's just an example of our self-managing features that help 

you take back control of your IT. Which can help lower ibm.com/eserver/helpishere1 
your maintenance costs, too. Because with IBM Express ; 

Servers and Storage, innovation comes standard. It's 1 800 | BM 1777 
not optional. Plain and simple, it’s built in mention 104CEQ1A 


There's also one more great feature — your IBM Business 
Partner. Which means you can have a one-to-one chat 
with someone who understands your industry and your 
business —and who's located in your neck of the woods. 
And for mid-sized businesses, that’s really big help in a 
really big way. 


IBM TotalStorage DS400 Express System features 


With advanced functionality, the DS400 provides 2GB Fibre 

an exceptional solution for work group storage t 

applications. It supports Intel Xeon Processor- 

based servers and offers Fibre Channel drives 

designed for high performance, and hot-swap 

Ultra320 SCSI drives designed for high reliability. $8,495* IBM Financing Advantage 
(Other configurations as low as $4,995) $234 
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Continued from page 36 

known, it boasts about a half-million users in 
the open-source community. Recently, the lan- 
guage has gained a foothold in the enterprise 
and has been embraced by organizations like 
Google Inc., NASA and special effects compa- 
ny Industrial Light & Magic. San Mateo, Calif.- 
based Elemental Security Inc., which sells 
software that helps companies comply with 
security policies, is using Python because it 
has an embedded capability to quickly add 
new or customized policies and deploy them 
enterprisewide on the fly, says van Rossum. 

The beauty of Python is that a developer in 
virtually any industry can use it to very quick- 
ly bring up an application with a Web server 
and an open-source database without requir- 
ing the same amount of money as a lengthy 
project, says Michael Goulde, an analyst at 
Forrester Research Inc. Simple development 
is its strong suite, however. Python isn’t a 
good fit for for heavy-duty functions such 
as online transactional processing. 

What sets Python apart from Perl and other 
dynamic languages is its ease of maintenance. 
Python is an especially clean language in terms 
of readability and is very modular, like Java and 
C#. In general, modular languages are consid- 
ered easier to maintain because they clearly 
separate code into its constituent parts, says 
Richard Monson-Haefel, an analyst at Burton 
Group Inc. in Midvale, Utah. Python may usurp 
Java and C++ in terms of popularity, he says. 

“I'm completely confident that the succes- 
sor to Java and C/C++/C# will be a dynamic 
language such as Python or Ruby. Python has 
a larger ecosystem today than Ruby, so it 
would seem to have a very good chance at be- 
coming the successor. It’s not a stretch to say 
that the successor to Java and C/C++/C# will 
be a dynamic language, and that dynamic lan- 
guage could be Python,” Monson-Haefel says. 
He notes that it has all the strengths of an ex- 
cellent development language in that it’s mod- 
ular, mature, well supported and secure. It’s 
also currently being adapted to both the Java 
and .Net platforms. 

But despite ongoing improvements, van 
Rossum acknowledges that not all of Python’s 
bugs have been worked out. Version 2.5 is ex- 
pected in early 2006, and among the planned 
updates are tools that automate cleanup and 
correction of code. 

Although still in the planning stages, a radi- 
cally new version, Python 3.0, will unify user 
and systems classes, says van Rossum. “It's go- 
ing to be the one release where we allow our- 
selves to break backward compatibility; this is 
sometimes necessary in order to fix early de- 
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in proximity communication, chips align within tens of microns of one another. Data transmits across the gap 
by coupled charged particles. “Electronic alignment” allows the transmitters and receivers to shift positions and 


compensate for misalignment. 
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hi 
Data makes the leap between chips, 


creating communication that's 60 
times faster. 
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EDICAL RESEARCHERS IMAGINE a day when 

gene-mapping simulations will take an hour 

or two to compute instead of a week, on sys- 

tems that process data up to 100 times faster 

than they do today. That dream could be- 
come a reality in the next five years with technology 
called proximity communication that’s under devel- 
opment at Sun Microsystems Laboratories in Menlo 
Park, Calif. 

For years, Sun has been looking for ways to “get 
computers back on the improvement curve they’ve 
fallen off of,” says principal research scientist Robert 
Drost. While processor speeds have improved up to 
4,000%, I/O speeds have improved by a factor of just 
10 to 15. Proximity communication could catapult 





I/O speeds into the stratosphere. 

In early 2000, research fellow and Sun Labs Vice 
President Ivan Sutherland hatched an idea while vis- 
iting his friend Steve Jacobson at Sarcos Research 
Corp., a Salt Lake City-based manufacturer of robot- 
ics and advanced prosthetics. Developers there were 
using a process called capacitive sensing to measure 
minute shifts in the movement between a chip and a 
glass plate — movements as small as one millionth of 
a centimeter. 

Sutherland hypothesized that if tiny mechanical 


| movements could be accomplished through capaci- 


tive sensing, then surely it should be possible to put 
chips next to one another and send data using that 
same physical phenomenon. 

Sutherland developed chip-to-chip communication 
technology and then enlisted the expertise of Drost, 
who at 34 was named to the 2004 list of the world’s 
100 Top Young Innovators Under Age 35 by MIT’s 
Technology Review. 

Proximity communication is a process where two 
chips, each with transmitter and receiver circuits, are 
positioned extremely close to each other. Without 
wires or soldered connections, data is transmitted 
across the gap by “capacitive coupling,” which is cou- 
pling between charged particles that are at rest. Few- 
er wires and connections mean fewer bottlenecks in 
multiprocessor computers. 

Very fast communications could reduce the need 
for big on-chip caches, freeing up real estate for oth- 
er processing functions, Drost says. 

The result: The tech- 
nology could enable proc- 
essor chips to communi- 
cate 60 times faster and 
with 30 times less energy 
than is possible using 
conventional circuit 
KEY DEVELOPEI boards. 

Proximity communica- 
tion relies on chips that 
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are placed very close together — a tough config- 
uration to manufacture in high volumes at a low 
cost. 

To compensate for misalignment between 
chips, Sun researcher Robert Bosnyak and Chief 
Technology Officer Greg Papadopoulos devel- 
oped a technique called electronic alignment 
that allows the transmitters and receivers on 
each chip to shift positions to compensate for a 
few hundred microns of misalignment. 

“That was absolutely critical,” says Drost. “Be- 
fore that, [proximity communication] seemed 
really interesting but impractical.” 

Drost says he expects proximity communica- 
tion to greatly improve the speed of applications 
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IBM ALMADEN RESEARCH CENTER’S 
SOVEREIGN INFORMATION 
INTEGRATION 


Privac 
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Double-encrypted data allows for 
security ch ecks, but without violating 


privacy ruléS. BY DREW F 
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NFORMATION SHARING Is A thorny subject these 
days. The whole idea of the Internet is to make 
anything available to anyone in real time. Instant 
access is the mantra of the modern world. Yet this 
philosophy collides solidly with privacy rights 
and the need for security. 

Take the case of an airline working with the 
government on antiterrorist issues. The airline’s 
passenger lists might have to be com- 
pared to a Homeland Security terrorism 
watch list, yet both sides have a vested 
interest in protecting their databases. 

The authorities really need to know 

only that Johnny Dangerous is on F 
Flight 450 and should never find out 
the names of the other passengers 
(thereby protecting their privacy and 
the airline from privacy violation com- 
plaints), and the airline should never 
get to see who else is on the govern- 
ment watch list. Problems like this 
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Rakesh Agrawal, 
Pee aL Cue 
Alexandre Evfimievski 
and Dmitri Asonov 
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| requiring high-performance computing, such as 
weather modeling, car-crash simulations or drug 
simulations. 


2003, the U.S. government awarded Sun 


Labs a $50 million Defense Advanced Research 
Projects Agency contract to help design next- 
generation supercomputers. That project will be 
completed in 2010, but proximity communica- 
tion technology will show up in other applica- 
tions before then, Drost says. When that hap- 
pens, he adds, “it’s 
@ 56116 


a whole different ballgame.” 


Collett is a Computerworld contributing writer. 
Contact her at stcollett@aol.com. 
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make security a real challenge today. 

“Security vs. privacy is a false choice,” says Rakesh 
Agrawal, IBM fellow at the IBM Almaden Research 
Center in San Jose. “By making technological ad- 
vances, we can have both without impeding the flow 
of information.” 

{[BM’s Sovereign Information Integration (SII) 
technology is an attempt to solve this dilemma. It en- 
ables companies to gain value from their data while 
complying with privacy policies and legislation. Cur- 
rent approaches to information integration — cen- 
tralized data warehouses and federations — are 
based on the assumption that all of the information 
in each database can be revealed to the other data- 
bases. This may not actually be desired, however, in 
cases such as those involving medical information, 
national security, law enforcement, intellectual prop- 
erty law, and business networks and partnerships. 

“IBM’s solution is for each party to encrypt its 
own data and then send it to the other party to en- 
crypt again,” says David Rabb, a consultant at Rabb 
Associates Inc., a Chappaqua, N-Y.-based company 
that evaluates database technologies. “If the encryp- 
tion methods are commutative, meaning you get the 
same result whichever encryption is applied first, 
then a name or ID number appearing in both files 
would have the same double-encrypted value and be 
recognized as a match.” 

Thus, double-encrypted data can be compared 
without violating disclosure rules. Nonmatching 
values, on the other hand, would be unreadable by 
either party, because they would be protected by 
the other party’s encryption. Furthermore, this 
innovative encryption technique also enables in- 
formation sharing via a Web-based 
query interface. 

The system was developed by 
Agrawal along with a team consisting 
of Ramakrishnan Srikant, Alexandre 
Evfimievski and Dmitri Asonov. It was 
funded out of the $5 billion that IBM 
invests in research and development 
annually. SII is the functional compo- 
nent of IBM’s Hippocratic Database, 
which ties into health care applications 
to let users indicate who should have 
access to certain patient data. 
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“Security vs. privacy is a false choice,” says 


: a fellow at the IBM Almaden Research Center. 


Agrawal says his team is now exploring the use of 
commercially available hardware to speed up the 
query execution of SII, as well as identifying addi- 
tional application areas for the technology. 

“We are validating technology with our customers 
and would like to make the technology available 
through customer partnerships as well as product 
and service offerings,” he says. “We expect that SII 
will facilitate innovative new methods of business 
collaboration sensitive to privacy and regulatory 
issues.” @ 56115 
Robb is a Computerworld contributing writer 
in Los Angeles. 





HOW MANY PEOPLE DOES 
TO SUPPORT A SINGLE 


THAT’S TOO MANY. 


With IBM° Express Servers and Storage™ designed for 
mid-sized businesses, help is here. 


Servers should support a business, not the other way around. 
That's why IBM Express Servers have self-managing features: so 
that our servers can virtually run themselves. What's more, with 
IBM Express Servers and Storage, innovation comes standard. 
Take the OpenPower™ 710 Express, for instance. It's specially 
tuned for Linux® and offers the reliability of POWER5™ technology 
at a surprisingly low price! 


And while you can't be in two places at the same time, you might 
want to look into the innovative server feature that can. For example, 
the remarkable Advanced POWER™ Virtualization option — it lets 
one OpenPower 710 Express act as many virtual ones. 


On top of that there’s IBM TotalStorage” products, which offer a wide 
range of disk, tape, and storage software solutions — so you can 
choose the right options to meet the growing needs of your company. 


There's also one more great feature — your IBM Business Partner. 
Which means you can talk to someone who understands your 
industry and your business — and who's located in your neck of the 
woods. And for mid-sized businesses, that's really big help in a 
really big way. 


IBM eServer OpenPower 710 Express 


System features 


Increase computing power, availability and s« 


in a rack agense environment 


Ideal for consolidation of infrastructure workloac 


file, print, security applications) 


e-inspired POWERS systems 


to 32GB of memory 
Optional Advanced POWER Virtualization 
2ss Discover CD 
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Ip to 
$4,477* 


IBM Financing Advantage 
$124 





IT TAKE 
SYSTE 


3580 Express 


The 3580 Express helps 
address your growing storage 
requirements and the 
problem of shrinking backup 
windows. It supports cost- 
effective backup, save and 
restore, and data archiving 


System features 


$5,850* 


$167 
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DS43N0 Express 


With a scalable design, the 
DS4300 Express is designed 
to provide a reliable and 
affordable storage option to 
help simplify your data 
management needs. 


System features 


$8,655* 
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PUBSUB CONCEPTS’ 
PROSPECTIVE SEARCH 


Searc 
Tool for 
Tomorrow 


Search engine speeds through millions 
of Internet pages for user-requested 
news as it happens. 
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MAGINE A SEARCH ENGINE that doesn’t deal in 

the present but watches the future. It doesn’t 

delve through events that have happened; it 

gazes beyond the present to know what will hap- 

pen and alert you to it. While PubSub Prospec- 
tive Search by PubSub Concepts Inc. in New York 
doesn’t go quite that far, the company has come up 
with a clever capability. 

“Today’s traditional search model is based upon 
retrospective search, meaning information which is 
already out there and available to one of the major 
search engines,” says Bob Wyman, chief technology 
officer and PubSub co-founder. “Prospective Search 
looks for future information on a given subject.” 

In reality, though, it’s far 
from crystal-ball gazing. It’s 
like telling a search engine, 
“Let me know as soon as 
there’s more information 
on x.” Prospective Search 
stores users’ queries and 
matches them against new 
information as it comes out. 

“In the past, you browsed, 
whereas now you can gain 
access as new material appears,” says Charlene Li, 
an analyst at Forrester Research Inc. “It requires a 
change in the way people look at information — like 
having a concierge service for information you want 
to see that comes up in the future.” 

This notification service is made possible by 
PubSub’s proprietary “matching engine,” which can 
match published data against stored queries in real 
time. The speed of the matching engine, at more 
than 3 billion matches per second, provides the foun- 
dation for an Internet-scale search service. 

Wyman was the product’s primary inventor, and the 
key developer was Duncan Werner, vice president of 
engineering. Angel funding of $2.5 million was enough 
to get the project started. The product was developed 
with the realization that more and more Internet in- 
formation will be published or pushed as feeds using 


PRODUCT: PubSub 
Prospective Search 
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XML standards such as RSS and Atom. Following the 
definition of the core algorithms, the matching engine 
was developed as a component in C++. 

“The challenge became, what topics available as 
published feeds on the Internet would be of interest 
to users?” says Wyman. “It then became apparent 
that weblogs, or blogs, were growing rapidly and 
could provide published data on a large scale.” 

Prospective Search’s matching service continu- 
ously reads more than 13 million blogs, over 50,000 
newsgroups, all Securities and Exchange Commis- 
sion EDGAR filings, press releases from major wire 
services, earthquake data from the U.S. Geological 
Survey, and Federal Aviation Administration airport 
delay information to instantly alert users whenever 
items of interest appear. More topics and sources are 
being added to broaden the appeal of the service. 

Yet according to Marc Strohlein, a content software 
technology analyst at Outsell Inc., a Burlingame, 
Calif.-based research firm, all those data sources are 
still not quite enough. “PubSub is not yet as compre- 
hensive as other services such as Intelliseek or Fast 
Search & Transfer, and users don’t have the ability to 
select sources,” says Strohlein. “But PubSub is a lot 
faster at finding stuff, and it is free compared to big 
fees for using some of these other services.” 

The product has been thoroughly tested in the real 
world. Prospective Search is available on PubSub’s 
Web site as a free service and boasts more than 
200,000 subscribers. Now the big test is how to turn 


he . : 
it into a working business model. 


“Once Prospective Search is established and has a 
critical mass of users, the service will be monetized 
through the insertion of ads into the subscription re- 
sults,” says Wyman. “Secondly, Prospective Search 
can be provided to media Web sites as a way to estab- 
lish a much more relevant relationship with their 
users. ‘Powered by PubSub’ relationships will be 
monetized through a service fee or a share of relevant 
advertising revenue.” @ 56119 


Robb is a Computerworld contributing writer 
in Los Angeles. 


UR Utica says PubSub’s Prospective Search 
service sends users new information as soon as it’s available. 
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Horizon Award nominations 
80:74) ° were also collected froma 
HORIZON panel of expert “scouts,” 
AWARDS 2005 - who alerted us to unique 

technologies in the field. In- 
formation collected in those nominations was 
then sent to a panel of 10 judges, who re- 
viewed and scored the candidates. Based on 
those evaluations, Computerworld chose 
eight Horizon Award winners and 20 honor- 
able mentions. Special thanks go to our five 
scouts and 10 judges, who helped find and 
evaluate the winning technologies featured 
here. 


COMPUTERWORLD 


A panel of industry experts alerted us to tech- 
nologies on the horizon. They are: 


" Leonard Kleinrock, professor, UCLA 
® Jerrold Grochow, vice president for information 
services and technology, MIT, Cambridge, Mass. 
® Gus Tai, general partner, Trinity Ventures, 
Menlo Park, Calif. 
= David Pensak, former research fellow, 
Du Pont Co. 
= Jeff Wacker, fellow/futurist, Electronic Data 
Systems Corp., Plano, Texas 


A panel of IT executives helped evaluate 

dozens of technologies. They are: 

® Yuri B. Aguiar, senior partner, chief technology 
officer, Ogilvy & Mather Worldwide, New York 

= Joe Drouin, vice president and CIO, 
TRW Automotive Holdings Corp., Livonia, Mich. 

® Tony F. Fuller, vice president of IT/chief technol- 
ogy officer, Rent-A-Center Inc., Plano, Texas 

= Christopher A. Graham, vice president and CIO, 
Church Mutual Insurance Co., Merrill, Wis. 

= Gerhard W. Karba, vice president and CIO, 
Hines Interests LP, Houston 

= Lyn McDermid, senior vice president and CIO, 
Dominion Resources Services Inc., Richmond, Va. 

= Herman Nell, senior vice president and CIO, 
Fiskars Brands Inc., Madison, Wis. 

™ Rob Rennie, vice president technology and CIO, 
Florida Community College, Jacksonville 

® Troy D. Thomas, executive vice president, enter- 
prise management services, KeyCorp, Cleveland 

® Stova Wong, CIO, Paul, Hastings, Janofsky & 
Walker LLP, Los Angeles 
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split-second securities trades a day for three of the world’s 
leading investment firms. 
Huge order volumes are executed swiftly and securely across platforms around the globe 
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customers’ transactions with this kind of speed and reliability, call a CA representative 


at 1-888-423-1000 or visit ca.com/didyouknow. 
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Offer valid on 2-year Customer Agreement with qualifying voice plan. 


Don’t be limited by Wi-Fi hotspots. 
Enjoy the freedom of Verizon Wireless BroadbandAccess, the 
nation’s largest fastest wide-area wireless broadband network. 


Wi-Fi only works in limited locations, while BroadbandAccess works coast to coast in over 60 metropolitan areas, covering 
over 140 million Americans. And unlike Wi-Fi, BroadbandAccess has wide-area coverage and secure CDMA technology, so you 
have the freedom to work where it’s convenient for you. Connect to the Internet, company intranet, or email and download 
critical information and access business applications at average speeds between 400-700 kbps. Now you can work when you 
want, in more places nationwide. 


Call our business reps at 1.800.VZW.4BIZ or go to verizonwireless.com. 
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You Can’t Always Guess 
What They Want 


Until you know what your IT workers are 
really looking for, you can waste a lot of 
effort trying to keep them happy. Page 52 


Please Don’t Upgrade Me! 





Ever wonder why business people aren’t always 


enthusiastic about IT upgrades? IT Mentor 


Ronald S. Lemos paints a picture from the 


IT MENTOR 


user’s point of view, and it isn’t pretty. Page 56 





HEN the new IT 
contractor arrived 
at Tasty Baking Co., 
he might just as well 
have had “high main- 
tenance” tattooed on his forehead. In 
his very first day on the job, he man- 
aged to alienate his co-workers with 
his poor interpersonal skills, solo men- 
tality and penchant for repeatedly mis- 
understanding assignments. 

When Autumn Bayles, CIO at the 
1,000-employee Philadelphia-based 
company, saw a team disaster in 
the making, she acted fast. She can- 
celed his contract immediately and 
asked him not to return the next day. 

Bayles defines high-maintenance 
employees as those who feel their 
knowledge is exclusive or who have 
eccentricities that lead to bad behavior 
that they think they can get away with 
because of their technical ability. But no 
matter how much value a top performer 
adds, if the team suffers, he’s out. 

“There are too many people who 
have the technical skills we need with- 
out the negative traits,” she says. “We 
are happy with a little less technical 
ability if the person has 
excellent people skills 
and no negative attitude.” 

However you define 
them, high-maintenance 
employees challenge 





even the most seasoned IT managers, 
and while you can safely jettison some 
incorrigible employees, others may 
have skills or experience key to your 
IT group’s success. If you can’t live 
without them, you have to learn how 
to manage them. And until you do, 
they can hurt team productivity and 
morale. 

Some would say the idea of a high- 
maintenance top performer is an oxy- 
moron. “The idea of a top performer is 
a complete package of top technical 
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HOW DO YOU MANAGE 
A SKILLED IT WORKER WHO 
IS ALSO A SPOILED BRAT? 

BY JOHN BRANDON 


Maintenance 


says Cushing Anderson, a corporate 

learning and performance analyst at 

IDC in Framingham, Mass. 

But all too often, Anderson sees 

managers hire for technical prowess 

and then live with poor behavior. He 

says that letting an employee get away 

with negative behavior leads tohigh | 

maintenance, so he recommends an 
| 


competence and on-the-job behavior,” | 


aggressive approach: changing an em- 
ployee’s role, starting disciplinary ac- 
tion early or even providing time off so 


Career Watch 

The lowdown on a jobs board that 
uses social networking; the slice 
of pizza that cost a programmer 
his job; and where the biggest 
bucks are made. Page 58 





the employee can address the problem. 

Greg Valdez agrees that the key to 
managing high-maintenance employ- 
ees is to quickly deal with the prob- 
lems they create. 

Valdez, an IT director at Intel Corp., 
says a big problem with high-mainte- 
nance workers is that opportunities 
are lost when a manager focuses his 
attention on the squeaky wheel rather 
than on real production. When that 
happens, “you are treading water,” 
he says. “That’s why it’s so important 

to move on these issues before they 
become critical.” 

Valdez says that high 
maintenance and low 
performance often go 
hand in hand, and cor- 
recting one problem 
typically helps resolve 
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the other. He encourages a high level 
of personal commitment from employ- 
ees. Each employee should own and 
enjoy his work, he says, which means 
the manager must make sure square 
pegs aren’t being forced into round 
holes. He also pays performance 
bonuses to employees who work well 
in their teams. 

Valdez encourages his managers to 
promote a healthy work-life outlook, 
meaning no one should live at work. 
Employees who spend too much time 
on the job are almost always the ones 
who need more management attention, 
he says. 


Goals and Resources 

At CNC Global Ltd., a consulting firm 
in Toronto, CIO Andrew Dillane has 
found that goal-setting helps high- 
maintenance employees focus on the 
positive. He also makes sure they have 
access to the resources they need for 
their jobs, and he involves each person 
in the department’s overall direction 
and vision. Each employee should 
know specifically how he’s contribut- 
ing to that vision, Dillane says. 

Even so, he also says that there are 
times for asking high-maintenance 
employees tough questions, such as 
whether they think their contributions 
to the IT department are meeting ex- 
pectations. “It’s very important to 
make sure managers are communicat- 
ing about the employee contribution — 
that the employee is making a differ- 
ence,” says Dillane. 

Bill Brooks keeps high-maintenance 
problems to a minimum through peer 
management, good hiring processes 
and careful communication about 
company policies and expectations. 

Brooks, an IT director at Ingram 
Micro Inc. in Santa Ana, Calif, is in 
charge of internal support. He man- 
ages about 130 employees who handle 
about 5,000 calls a day, so high-mainte- 
nance employees can affect call vol- 
umes and success rates. 

Peer management has been particu- 
larly effective, he says. It’s based on the 
assumption that employees respond 
better to other team members than to 
people in official management posi- 
tions. Often, this kind of relationship 
engenders trust, which is just what the 
high-maintenance IT employee needs, 
Brooks says. 

The technique requires that senior 
IT employees be given real manage- 
ment responsibility. For example, 
Brooks tells of a veteran technical sup- 
port engineer who was approached for 
information about security issues by a 
junior employee who was just learning 
the ropes. 
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In the past, a top performer might 
act like a high-maintenance prima don- 
na, withholding information and block- 
ing the junior employee’s progress. But 
as a peer manager, the senior employee 
responded with an e-mail that said, “I 
have to commend you for your enthu- 
siasm and efforts in learning more 
about the security field. Here are a few 


| things I'd recommend.” He then listed 


specific career suggestions and books 
about IT security, and he offered to 


help in other ways. 


The mentor role focuses the senior 
employee on the team, so he sees that 
the team’s success is his success, 
Brooks explains. 

Better hiring processes can also help 
reduce high-maintenance behavior, 
Brooks says. In the initial stages of 


| hiring, he looks for candidates with 


a technical foundation mixed with 


| people skills and a team mentality. 


During a second phase of interviews, 
the prospective hire sits in with senior- 
level employees to discuss how the job 
works. “We give a very realistic pre- 
view of the position so no one walks 
into a role with false expectations,” 
says Brooks. 

In the process, those employees also 
note how comfortably the candidate 
fits into the team culture, and they as- 


| sist in the selection process. 


Communicating Clearly 
Finally, Brooks uses clear communica- 
tion to help employees understand 
where they stand in the company and 
where they’re going. “High mainte- 
nance occurs when there is no solid 
career path or when the next level ina 


| career is not discernably different from 


the previous position,” says Brooks. “It 

can also occur when the manager is 

not communicating on a regular basis.” 
And the topics of that communica- 


| tion are crucial as well. “Managers 


need to catch employees doing some- 
thing right and praise them, not just 
point out flaws and problems,” he says. 
Brooks says no single strategy will 
solve all of the problems related to 
high-maintenance behavior. If you 
want to keep a high-maintenance em- 
ployee, try a management approach 
that involves consistent communica- 


| tion, coaching and mentoring com- 


bined with swift intervention and dis- 
ciplinary action when problems arise. 

High-maintenance employees will 
always exist, but how and when you 
deal with them can make all the differ- 
ence. @ 56376 





vandon is a freelance writer in Buffalo, 
Minn. Contact him at jbrandonbb@ 
hotmail.com. 
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EMPLOYEES BEHAVING BADLY 


When is a high-maintenance employee simply a challenging part of an IT manag- 
er’s job and when does his behavior become unacceptable? According to IDC 
analyst Cushing Anderson, the key is to understand when high-maintenance 
behavior is temporary and when it's causing long-term disruption. 


ACCEPTABLE 





Stress caused by an unusual workload 


Problems caused by temporary family issues 


inconveniences related to short-term health or 


drug rehabilitation issues 


UNACCEPTABLE 





Constant divulging of confidential company information 
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Inappropriate behavior with other employees 
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Ongoing, persistent team disruptions 
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YOUR JOB IS TO KEEP SYSTEMS AND APPLICATIONS RUNNING. 
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LET’S WORK TOGETHER. 


Continuous access to information no matter what. That's 
Information Availability. It's what your employees, suppliers and 
customers demand every minute of every day. But to deliver it 
flawlessly, you need a massive global infrastructure, redundant 
systems and diverse networks being monitored and supported 
by skilled technical experts at secure facilities. That’s exactly 
what SunGard provides. 


As a result, we can offer you a higher level of availability and 
save your company, on average, 25% versus building the 
infrastructure yourself. Plus, it’s a vendor neutral sojution that 
lets you control your data,applications and network while giving 
you the flexibility to adjust to the changing needs of your 
business. But best of all, it lets you spend more time solving 
business problems and less time solving technical problems. 


For years, companies around the world have turned to 
SunGard to restore their systems when something went 
wrong. So, it’s not surprising that they're now turning to us 
to mitigate risk and make sure they never go down in the 
first place. 


You want your network and systems to always be up and 
running. We want the same thing. Let’s get together. To 
learn more, visit www.availabilitysungard.com or call 
1-800-468-7483. 
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Faker! 


— eee ee 


Asurprising 
number of 
high-perform- 
ing executives 
are just waitin 
tobe ex 

as frauds. 








A person’s strengths are also his 
weaknesses, says Manfred F.R. 
Kets de Vries. That’s never truer 
than in the case of a strong per- 


former who feels he’s faking it. 


In the September issue of Har- 
vard Business Review, Kets de 
Vries, director of Insead’s 
Global Leadership Centre 

in Fontainebleau, 

France, looks at the 

neurotic impostor. 

That’s a high-achiev- 


| ing executive who is 


so convinced he’s 

a fraud that he’s 

in danger of self- 
destructing — and 
taking his business 
along with him. Kets 
de Vries told Kath- 
leen Melymuka what 


| separates normal self- 


doubt from neurosis. 


| What is neurotic imposture? 

| When you meet an executive, 
they give you the party line. 

| But I give CEO seminars, and 
| in a seminar, people start to 

| talk about other things — 


meaningful things, issues and 


| anxieties that they don’t talk 
| about to most people. And one | 


thing I hear about repeatedly 
is the whole issue of feeling 
like an impostor. When you 
look at the outside of these 
people, they’re very accom- 


| plished, but they’re very seri- 


ous about feeling like impos- 


tors. That’s the paradox. 


Where does this come from? 

The typical background is a 
parental situation where they 
were never good enough, so 
there is always a lingering 
doubt. And it’s more accentu- 
ated in women, especially if 
they come from a traditional 
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homemaker background or a 
family where the focus was al- 
ways on the boys. When these 
women are successful, there’s 
often an element of self-doubt 
about their capabilities. 


How widespread is it? It’s very 
hard to put a number on it, but 
it’s more common 
than people think. 
Among very high 
achievers, it could be 
5% to even 10%, It 
really comes to a 
head when a person 
gets to the No. 1 po- 
sition and there’s no 
one to talk to. Many 
executives, particu- 
larly males, have 
so much self-doubt, 
but they have a hard 
time talking about their anxi- 
eties. There’s so much postur- 
ing, and they feel they have 
to keep a mask on. There’s so 
much pretense — pretending 
to be qualified. Every organi- 
zation has its particular lan- 
guage, and if I don’t under- 
stand it, I say so. But many 
people don’t dare to say that, 


so they keep their mouths shut | 


and that adds to their sense of 
insecurity. 


What are the warning signs that 
you or a co-worker suffers from 
this? There are two extremes. 
One is the slave driver. They 
are relentless in driving oth- 
ers. Because they have such 
incredible standards for 
themselves, they put incredi- 
ble pressure on others. The 
other extreme is to become 
paralyzed. 


From time to time, we all feel we 
have to fake it to make it. How does 





this differ from the feelings of an 
actual neurotic impostor? You 
can bounce back. For them, it 
doesn’t stop. It’s relentless — 
relentless. They’re never good 
enough; they have to do better 
and better and better. There’s 
also the element of lack of 
spontaneity and lack of enjoy- 
ment, and since you have to be 
playful to be creative, it affects 
creativity. 


The IT world is full of perfectionists 
and workaholics. Does that mean 
it’s full of neurotic impostors? I 
wouldn’t go that far. I’m not an 
IT specialist, but I’ve worked 
with quite a few [neurotic 
impostors] in consulting firms, 
and many consulting firms 
specialize in IT. Many of those 
IT consultants end up as CIOs. 
I’ve had some CIOs [in my 
seminars]. 


You say neurotic impostors fear 
failure but they also fear success. 
That must be crippling. It’s a 
paradox. It’s like the doctoral 
students who do well in all 
their course work but can’t 
finish their dissertations be- 
cause people will see how in- 
competent they are. So it leads 
to procrastination. But they 
can also be very abrasive be- 
cause they want perfection 
from others. No one can do it 
as perfectly as they, so they 
become micromanagers and 
slave drivers. 


Left unchecked, how might neurot- 
ic imposture play out in an IT per- 


| son’s career? Not very well. If 

| , . ° . 
you're in a larger organization, 

| you have to use people effec- 


tively and you have to inspire 
people, and that’s not going to 
happen. You have a fantasy 
that if you don’t do it, cata- 


| strophe will follow. You don’t 
have the ability to let go. It 


could have a disastrous effect 


| on your career and the organi- 
| zation in general. And the fear 


of success can cause you to 
unconsciously shoot yourself 
in the foot — snatch defeat 
from the jaws of victory. 


How can I, as an IT manager, help 
a subordinate who appears to be a 
neurotic impostor? Often they 
know what’s wrong, but they 
don’t do anything about it. 
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It will help if they have a 
considerate and psychologi- 
cally minded boss or a person 
who can play a mentoring role 
and show some understanding 
and say that people do make 
mistakes and we learn from 
them and no one is perfect. 
But it’s difficult for them, and 
that might not be enough. In 
this era, every self-respecting 
executive has a leadership 
coach, so it might be helpful to 
have someone outside to talk 
to. Or a leadership seminar 
might help. 


What if I’m a high-level IT man- 
ager or even the Ci0, and | see 
these symptoms in myself? What 
should | do? Take my seminar. 
[Laughs.] Otherwise, it’s hard 
to say. Take on some kind of 
psychologically trained lead- 
ership coach. It’s also very 
helpful to find someone in the 
organization in a senior posi- 
tion who can play this part — 
a good HR person should have 
some insight. But given the 
paranoia in organizations and 
the fear that confidentiality 
might go down the drain, it 
might be advisable to go out- 
side. @ 56356 


This is the latest in a series of 
monthly discussions with Harvard 
Business Review authors on topics 
of interest to IT managers. 
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wanted a vendor opinion, I'd call a vendor up ... 
so when | see my peer talking about security 
challenges and when | see my peer talking about 
technology innovation, it has much more weight.” 


Steve Bandrowezak, VP ClO, DEL Express 
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FAST-GROWING PART of Ken Erd- 

ner’s IT group was running out of 

office space, so he moved them into | 

a new area separate from the rest 

of the department. But Erdner failed 

to ask the employees what they 
thought, and that proved to be a mistake. He 
was going for comfortable and productive; the 
group felt isolated and resentful. 

Luckily, Erdner, vice president of technology 
and information services at Old Dominion 
Freight Line Inc. in Thomas- 
ville, N.C., communicated 
well and often with his group, 
and they made their feelings 
known. 

But his experience points to 
an IT reality: Managers may 
think they know what IT work- 
ers want, but often they don’t. 
And there’s a corollary: If you 
don’t give IT workers what 
they want, the consequences 
can be low productivity and 
high turnover. “There is no ac- 
ceptable level of turnover if 
you're losing your best peo- 
ple,” says Diane Morello, an s 
analyst at Gartner Inc. 

Turnover, not a big problem 
for the past several years, may 
be making a comeback as com- 
petition for talent heats up. 
Baby boomers are starting to 
retire. IT groups are beginning a 
to hire again. U.S. universities 
are graduating fewer computer 
science majors, and offshore 
opportunities are enabling a 
more foreign-born workers — 
who used to buck up the U.S. 

IT workforce — to stay in their 

home countries. As IT workers once again be- 
gin to consider greener pastures, it’s more im- 
portant than ever for managers to know what 
their employees really want. 


Get Beyond Money 


The first step toward finding out is not to as- 
sume you already know. For example, if you 
think what workers really want is more money, 
think again. 

“I believe that IT too quickly assumes that 
money is always the No. 1 driver,” says Gwen 
Walsh, a former CIO and now a senior consul- 
tant at Ouellette & Associates Inc. in Bedford, 
N.H. “Money is important, but not necessarily 
the most important motivator.” 

In fact, even a bonus can sometimes seem to 
do more harm than good, as any manager who 
has ever given a smaller-than-expected one can 
tell you. “Compensation is more a dissatisfier 
than a satisfier,” says Brian LeClaire, vice presi- 
dent and chief technology officer at health ben- 
efits firm Humana Inc. in Louisville, Ky. 

Many of the things IT workers actually want 
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are fairly universal desires. For example, they 
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want their jobs to mean something. 

“When they leave at the end of the day, 

{IT workers want to know], Have I made a 
valuable contribution to the business? Am I in- 
volved with projects helping to move the busi- 
ness forward?” says George Hall, senior vice 
president for IT human resources at Marriott 
Corp. in Washington. “Being fulfilled in the 
role is still the primary driver.” 

And, like other people, IT workers want 
recognition, says Christine Bullen, a senior lec- 
turer in information manage- 
ment at Stevens Institute of 
Technology in Hoboken, NJ. 
“It sounds simplistic, but 
there’s a need to celebrate suc- 
cesses when people work 
hard,” she says. 

Walsh suggests, “Give a par- 
ty, provide a special trip [to ex- 
press] sincere recognition for a 
job well done.” 

Salt Lake City-based O.C. 
Tanner Co., which manufac- 
tures and distributes employee 
recognition and performance 
awards, has a recognition pro- 
gram for its own IT employees 
that does just that. Awards 
range from a thank-you e-mail 
to a choice of gifts, including 
trips, whose value ranges from 
about $50 on up. 

But IT workers also have 
wants particular to them. Ann 
M. Harten, senior vice presi- 
dent and CIO at Sirva Inc., a re- 
location services provider in 
Westmont, IIl., did an informal 
survey of her direct reports 
and found that they wanted the 
security of knowing that they 
would not be outsourced, access to new tech- 
nology and a work schedule that didn’t include 
too many nights and weekends. 

Harten’s survey also showed that IT workers 
want to be appreciated by their business cus- 
tomers. “There’s a desire to contribute value to 
the business and to be acknowledged for it,” 
she says. 

David C. Berg, senior vice president and CIO 
at O.C. Tanner, says he suspects that much of 
the dissatisfaction among IT workers comes 
from the apparent lack of appreciation from 
the business side. “The business must appreci- 
ate IT employees [and not] see IT as a bottle- 
neck,” he says. 

It’s part of your job as a manager to see that 
IT’s contributions are valued and to communi- 
cate that to the rank and file. 

Another challenge is that different workers 
want different things. LeClaire divides IT em- 
ployees into three broad categories, each of 
which needs to be engaged in its own way, he 
says. Some enjoy what they’re doing — which is 
typically focusing on technology — and are mo- 

Continued on page 55 
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Continued from page 52 

tivated by the desire to continue as they 
are. Some are motivated by new and in- 
teresting challenges, such as innovative 
technologies and projects. Others look 
to a career path in management. 

“You engage them not just with tech- 
nical leadership on projects, but with 
managerial leadership, and eventually 
you grow them into managerial posi- 
tions,” says LeClaire. 

Hank Zupnick, CIO at General Elec- 
tric Commercial Finance Real Estate in 
Stamford, Conn., says he’s seen a “diver- 
sification of interest” among IT work- 
ers. “Some want to be more closely 
aligned to the business, and others want 
to remain technically focused,” he says. 

Based on the students she has 
taught, Bullen believes most IT work- 
ers want to advance their careers by 
moving into management rather than 
remaining in purely technical jobs. 
“CIOs have to create a career path up 
through business projects,” she says. 

Zupnick adds that over the past 10 or 
12 years, he’s seen a shift in what IT 
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workers want. Before, 80% or 90% 
wanted to remain on the technical end, 
he says. Now only 30% or 40% do; 
more and more want to move into 
management. 

Erdner has noticed other changes. 
IT people used to jump from job to job, 
he says, but now they look for strong 
companies that will support them over 
time. “I think IT employees in general 
are looking more long term,” he says. 

How do some IT managers know so 
much about what their employees 
want? The best way to learn is to ask 
them, and some companies go to con- 
siderable lengths to do that. 

Marriott has several programs to 
keep on top of IT workers’ needs. One 
is a formal survey that looks at vari- 


ables such as compensation, leadership | 


and the work environment; it has a 
90% participation rate. And there are 
also “town hall” meetings, held at least 
twice a year, in which leaders talk 
about strategy, projects and future 
plans, and employees ask questions 
and provide feedback. The company 
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also holds a number of “chats” each 
year in which 10 to 12 employees meet 
with the CIO and other top managers 
to talk about issues such as strategy, 
career development and technology. 


These employees pass along what they 


learn to their colleagues. The result of 
all these efforts is a turnover rate in 
the single digits and an average tenure 
of nine years, says Hall. 

Zupnick says his IT employees meet 
twice a year with their supervisors to 
talk about what they’ve done and how 
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they envision the future. There are 
also informal “skip-level” lunches 
twice a year in which one or two em- 
ployees meet with a supervisor two 
levels above them to help the upper- 
level managers keep in touch. 
Humana has an ongoing series of 
performance reviews in which IT em- 
ployees discuss how well the company 
is meeting their needs. And through 
coaching, the company helps them 
plan and navigate their career paths. 
Finding out what motivates employ- 
ees is the first step toward good man- 
agement, but everyone needs to re- 
member that job satisfaction is a two- 
way street. As you attempt to meet 
workers’ needs, they have to recognize 
their own responsibilities, says Harten. 
She tells her employees that their part 
of the bargain is clear: “You have a re- 
sponsibility to increase your value and 


worth in the organization.” @ 56358 


Horowitz is a freelance business and 
technology writer in Salt Lake City. 
Contact him at alan@ahorowitz.com. 
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Please Don t 
Upgrade Me! 


A cautionary tale for IT support 


staff. By Ronald S. 


HERE’S AN OLD joke that goes 
something like this: 
A man receives a new suit 
from his wife on his birthday. 
He tries it on, but it doesn’t fit 
well. His annoyed wife says, 
“Just reach your hand into the 
sleeve and bend over backwards and 
bunch the waistband in your other 
hand. Move your left knee 
over your right as you walk 
and you'll be all set.” So the 
man follows those instruc- 
tions and walks out the 
door. Two passing ladies see 
him limping down the street 
bent like a pretzel. The first 
lady says, “Oh, do you see 
that poor, misshapen man?” 
The other lady says, “Yes, 
but doesn’t his suit fit well!” 
Sometimes my adventures with 
technical support make me feel like 
that man. If you see your own tech 
support group in the following sce- 
nario, rip this out and give it to them. 


Technical Support: I have some great 
news for you. After three years, we’ve 
upgraded you from your dull, gray, 
300-MHz, 8GB hard drive machine to 
a shiny, new, black 2.8-GHz, 512MB 
memory, 80GB hard drive, DVD/CD- 
RW combo drive, 512MB secure USB 
2.0 pen drive, flat-screen machine. 


Me: Great, I’m very excited! 


(The next day at the office) 

Me: The computer is beautiful. But 
when I tried to insert a Zip disk con- 
taining work that I’m doing, I noticed 
that there is no Zip drive — or floppy 
drive, for that matter. 


IT MENTOR 


Lemos 


TS: Of course not. Your new computer 
has a built-in DVD/CD-RW combo 

drive. For moving data, you also have a 
new 512MB secure USB 2.0 flash drive. 


Me: Those are great, but I already had 

an external DVD/CD-RW combo drive 

that worked fine for me, and I was do- 

ing fine with my Zip disks and even 
floppies. 


TS: USB flash drives are the 
latest and greatest, and they 
save money. They’ve made 
floppy and Zip drives and 
disks obsolete. 


Me: Yes, but my home com- 
puter is a Mac G3 with an in- 
ternal floppy drive and a Zip 
drive — same as my old of- 
fice PC — but there’s no USB port for 


| the flash drive. I frequently transport 


files back and forth. Sometimes I use 


a floppy disk, sometimes a Zip disk. 


However, the flash drive won’t work 
on the Mac, and the new PC has no 
floppy or Zip drive. 


TS: You need to ditch that old Mac 
and get one with USB ports. Or add a 
USB port, even though that probably 
| doesn’t make sense economically. Or 
you can e-mail small files to yourself 
from home and open them at work, 
and for large files, you can set up an 
FTP site either with your home ISP or 
with the school and then download to 





| your new office PC. 


| Me: But isn’t my life supposed to be 
| easier with this new machine? 


| TS: (Silence) 





Me: I also notice that you've put the PC 
tower on floor, not on the hutch on my 
desk like the old machine. 


TS: It’s too dangerous to put the ma- 
chine on the hutch. It could fall in an 


earthquake. 


Me: But now I have to bend down to in- 


sert the flash drive in the front USB port. 


TS: Didn’t you notice that white wire 
sitting next to your keyboard? 


Me: Yes, it looks like a USB cable. 


TS: It is! It’s a USB extension cable. 
When you want to use the flash drive, 
simply plug it in to the extension cable 
right there next to your keyboard. 
What could be easier? 


Me: Yes, but I noticed that you didn’t 
connect my other peripherals, like my 
desk camera, printer and scanner. 


TS: We didn’t set them up because the 
USB cables aren’t long enough. 


Me: They were connected before. 
TS: Yes, but that was when your ma- 
chine was on the hutch, which is too 
dangerous. 


Me: But what should I do now? 


TS: You could set up the peripherals 
on the floor. 


Me: But that’s really not convenient. 


TS: Then you need at least three addi- 
tional USB extension cables — like the 
one right there that we set up for your 
flash drive. 


Me: Great. When can you bring them 
to me? 


TS: We don’t have any extra cables. 
Me: Another problem I see is that I 
have a lot of stuff archived on Zip and 
floppy disks. 

TS: Why? 

Me: It’s convenient. 

TS: You'd be much better off transfer- 
ring all those files to DVD. It will take 
less space, everything will be in one 


place, and DVD media will last longer. 


Me: But I can’t do that on my new 
machine, because it doesn’t have 
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a Zip or floppy drive. 


TS: Well, you'll need to use your home 
system to transfer all your files to your 
home CD writer. Then you can trans- 
fer those files to your office computer 
and transfer them to the new DVD 
drive. 


Me: Seems like a lot of trouble. 
TS: But you'll be better off. 


Me: Getting back to my new computer, 
I really do need a Zip drive. 


TS: No computers are being purchased 
with Zip drives anymore. 


Me: I want a Zip drive. 

TS: You could ask your department to 
purchase either an internal drive, since 
there’s plenty of bay space, or an exter- 


nal USB Zip drive. 


Me: For a lot of reasons, including our 
budget, that’s easier said than done. 


TS: You could purchase a Zip drive 
yourself. Since they’re obsolete, you 
could get one pretty cheap. 

Me: Will you install the internal drive? 
TS: We’re not authorized to work on 
nonstandard configurations. It would 
probably be best to get an external Zip 
drive. Also, don’t forget to buy another 


USB extension cable. 


Me: How was the decision made on the 
new baseline PC specifications? 


TS: I don’t know. 


Me: Was there any input from people 
who are getting the new systems? 


TS: I don’t know. 

Me: Who does know? 

TS: I don’t know. 

(The next day) 

Colleague: I see you got a new 
computer system. 

Me: I hate it. 


Colleague: But it looks great! @56623 





Lemos is a professor of information 
systems at California State University, 
Los Angeles. Contact him at rlemos@ 
calstatela.edu. 
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TAKING THE 


PROGRAMMER BAIT 


Have you heard about the programmer at a mortgage company who availed himself of a 
slice of leftover pizza after another group's meeting broke up? It cost him his job. That's 
one of the “You're Fired” stories submitted for a contest that just wrapped up on Simply- 
Fired.com, a Web site operated by Simply Hired Inc. The pink-slipped worker with the 
most original and humorous story to tell wins a cruise. But the story that caught our eye 
was the one about the slice of pizza that put the programmer in the unemployment line. It 
seems that the programmer's co-workers had wanted to take the leftovers home, and 
when a slice went missing, they went right up the chain of command. The most intrigu- 
ing aspect of this sad/funny story: Workers at the mortgage company nowadays “refer to 
unattended pizza as ‘programmer bait,’ ” reports the canned worker. The SimplyFired 
stories are still on the site. Check them out at your leisure, but be forewarned: One story 
is from a worker in Cambodia who was fired for spending too much time reading the 
SimplyFired postings. @ 56428 


Page compiled by Jamie Eckle. 


PROGRAMMERS LOVE THAT 

CLINKING, CLANKING SOUND 
When looking for a job, which is more impor- 
tant to you, money or time off? 


Better wages 
354 responses 

(232 students, 

122 professionals) | 
Fewer work 
hours 

115 responses 

(80 students, 

35 professionals) 


SOURCE: TopCoder Employment Services online survey 
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es Nie cig 
and vice president 


q , of marketing 
Fi LinkedIn Corp., 
ed rome: 
When social net- 
working systems emerged a few 
years ago, they were primarily 
geared toward helping people make 
TAWA PETC mcm elm Litem) (0) 
friends. But with a growing number 
of people using the systems for 
business networking, such as 
searching for sales leads, operators 
of the networks have begun to tar- 
get new business services. For in- 
CU ee recently introduced 
a service called LinkedIn Jobs, a 
jobs board that’s a bit different from 
most others, says Konstantin Guer- 
eM CREME emt et 


about Linkedin Jobs to Computer- 
world’s Thomas Hoffman. 


Tell me about Linkedin Jobs. We have 
4 million job postings integrated into the 
system through a partnership we estab- 
lished last month with Simply Hired. It's 
done mostly through word of mouth. You 
tend to invite people into the service who 


Best Places, 
Government Edition 
Federal Computer Week in July 
reported on its survey of the best 
Flue om mete MM Clee 
Coming out on top were NASA, the 
} and the 
. Those 
on the bottom were the departments 
a 
File : 

According to the survey, which 
polled 602 federal workers who 
subscribe to the magazine, federal 
workers like the freedom to innovate 
on the job and appreciate managers 
who tinderstand IT. Nearly 70% 
said they are happy in their jobs. 
Bec Om Nemes) Mm tls 
sCelicmey Tem Carey mel (elma Cm Gitemere) 
stant threat of budget cuts and out- 
sourcing. 
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are at the same career level as you. 

Also, if you're a recruiter who is inter- 
viewing candidates for an open position, 
you might ask questions like, “How do you 
collaborate with other people? Are you 
hardworking?” Those answers are hard to 
discover through an interview. Of course a 
job candidate is going to tell you they're 
hardworking. But you can find out more 
through connections to that person. 


What’s unique about this service rela- 
tive to other jobs boards? The No. 1 
thing we hear is that people are looking to 
put their job postings in front of a bunch of 
employed people and not a lot of unem- 
ployed people. If they post on a jobs board, 
people who aren't actively seeking jobs 
won't go there. 

And the second feature about proac- 
tively asking other employees for referrals 
is very important. There’s also indepen- 
dent reference-checking, where each po- 
sition becomes a pivot search. 

So if ajob candidate said they worked 
at RealNetworks from 1999 to 2001, you 
can check against all other people in the 
database who worked at RealNetworks 
during that time to find out more informa- 
tion about that person. And they will be 
sorted by degrees of separation. You can't 
do that with standard jobs boards. The 
candidate can provide you references, but 
they're all going to say nice things; they're 
hand-picked by the candidate. 


What's the cost of LinkedIn Jobs for 
recruiters? If you post a listing, it's $95 for 
30 days. There's no cost for job applicants. 


Money, Time and Jobs 


Maybe those government workers are 
raking in the big dough. Money maga- 
zine in July ranked the best places to 
live in the U.S., and topping the list of 
places with the highest median house- 
Mem ea UO BRU ti 
ington suburb of 
CUM C Mme comm Url 
Flr MY tc) (No. 5) and 
CM) MUL) 

TPES) M elise ele) \ 
la , at $36,769, 
but workers there enjoy the fastest 
commute of the more than 1,300 
cities in Money’s Best Places data- 
base: 10 minutes. Where are the jobs 
located? The survey pinpoints 

Aa) oan FTA 

) as enjoying the 

largest percentage increase in em- 
ployed persons since 1990: 244%. 
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Application 
Development 


® Oct. 6, Detroit 

Sponsor: Compuware Corp. 
Topics covered at the OJ.X conference | 
include agile development for Java, 
mastering complexity in application 
development, best practices for ensur- 
ing Java code quality, performance 
and security best practices for .Net 
development, lessons from key Java 
projects, and how to build secure ap- 
plications in an insecure world. 


SN TO SER Ae EY TRAE NTR AES 
Symposium/ITxpo 

= Oct. 16-21, Orlando 

Sponsor: Gartner Inc. 

Tracks include operations manage- 
ment, application development, e-gov- 
ernment, business intelligence, busi- 
ness process management, collabora- 
tion, compliance and risk manage- 
ment, enterprise communication, as- 
set management, mobile and wireless, 
outsourcing, and servers and storage. 
www.gartner.com 


Risk Management 


® Oct. 17-19, New York 
Sponsor: The Conference Board 
The 2005 Enterprise Risk Manage- 
ment Conference covers topics such 
as managing and coordinating risk 
management roles; Sarbanes-Oxley 
compliance and ERM value; tools, 
techniques and approaches for build- 
ing sustainable ERM programs; the 
value proposition for ERM; quantitative 
measurement of operational and 
strategic risk; integrating ERM into 
strategy; and integrating ERM with 
performance management. 
www.conference-board.org/ 
conferences 


Leadership 


® Nov. 6-8, Boston 

Sponsor: AMR Research Inc. 
The Executive Leadership Conference 
includes topics such as linking IT to 
productivity improvement, best prac- 
tices in driving productivity, the retail 
revolution, demand-driven supply net- 
works, opportunities and challenges in 
China, and service-oriented architec- 
tures. www.amrresearch.com. 








BART PERKINS 


Executive Sponsors: 
What They Really Do 


N EFFECTIVE executive sponsor is critical | 


to the success of IT-enabled business pro- 
grams. Most corporate leaders agree that 
this person should be the executive receiv- 
ing the lion’s share of the program’s bene- 


fits. There are widely differ- 
ing opinions about what the 
executive sponsor actually 
does, however. Therefore, 
they have vastly different 
roles in different companies. 

In order to enhance the 
success of a program, the 
executive sponsor must 
provide leadership, espe- 
cially direction, protection 
and problem-resolution 
skills. The most effective 
executive sponsors perform 
the following activities, at 
minimum: 

® Sponsor the business case. 
All major programs need a 
convincing business case 
driven by an executive sponsor. The 
IT staff may need to assist with some 
preliminary work and data gathering, 
but the executive sponsor needs to 
“own” the final version. When it’s 
finished, he must get all of the other 
stakeholders to support and approve it 
(in writing). 

® Get approval to proceed. The executive 
sponsor needs to be the primary advo- 
cate for the program, presenting the 
business case to the appropriate audi- 
ence and securing its funding. Unless 
the project affects only IT (such as 
infrastructure upgrades), the CIO 
should not be the sponsor. 

® Monitor program progress. Few execu- 
tive sponsors are experts at (or active- 
ly involved in) day-to-day program 
management, nor should they be. But 
someone they trust must be involved 
actively enough in managing the proj- 
ect to assure them that it is being well 





run. Typically, the execu- 
tive sponsor will assign a 
full-time business manag- 
er from his staff to the pro- 
gram, though outside con- 
sultants may be used for 
expertise and objectivity. 
But the executive sponsor 
is ultimately responsible 
for keeping the project on 
schedule and on budget 
and achieving its planned 
benefits. 

@ Chair the program steering 
committee. Every major pro- 
gram needs a steering 
committee to monitor 
progress, make trade-offs, 
remove roadblocks and 

motivate the team. Chairing this com- 
mittee will ensure that the executive 
sponsor is close enough to the issues 
to help the other executives make ef- 
fective decisions. 

@ Sponsor a risk assessment. In major 
business programs, the executive spon- 
sor may commission a project risk as- 
sessment. Although the program team 
frequently views risk assessments as a 
threat, the real goal should be risk miti- 
gation. The point is not to cancel the 
project but to protect it. A risk assess- 
ment performed by an outside firm can 
provide an independent perspective 
and valuable objectivity to help pre- 
vent disasters down the road. 

@ Be the cheerleader. The executive 
sponsor has to motivate team members 
and make sure they know that their 
efforts are valued by upper manage- 
ment. In addition, the executive spon- 
sor needs to promote the program’s 





progress and reaffirm its importance 
to any critics. This is particularly im- 
portant when problems occur, which 
is inevitable in large efforts. 

@ Remove roadblocks. Roadblocks take a 
variety of forms, but most are related 
to resource availability, competing pri- 
orities or politics. Business processes 
may have to be changed. Departmental 
turf wars may explode. Suppliers may 
drop the ball. The executive sponsor 
needs to resolve whatever catastrophe 
arises so progress can resume. 

@ Assess program deliverables. As deliv- 
erables occur, the executive sponsor 
will decide whether the predefined ac- 
ceptance criteria have been met. In ad- 
dition, he has the final word regarding 
whether the finished program’s overall 
acceptance criteria have been met. 

= Capture the benefits. Unless someone 
is personally responsible for making 
sure the program’s advertised bene- 
fits are actually captured, they may 
never show up on the corporation’s 
bottom line. For example, many busi- 
ness cases include “reducing costs by 


| eliminating staff.” But many programs 


never deliver. In practice, those 
staffers are likely to be redirected to 
other jobs. The most effective ap- 
proach for holding the executive spon- 
sor accountable for seeing that the 
proposed benefits are realized is to tie 
his personal compensation to deliver- 
ing the benefits. 

All these activities are crucial to 
program success. An executive spon- 
sor who concentrates on only two or 
three (as many do) leaves the project 
vulnerable to attack and failure. An 
effective executive sponsor provides 
the leverage needed to promote, de- 
fend and enhance the success of the 
business initiative. @ 56355 


WANT OUR OPINION? 


For more columns and links to our archives, go to 
www.computerworld.com/opinions 
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Donate $5 to support survivors of Hurricane Katrina 
by texting “help” to 24357 (2HELP). All funds will support 
the American Red Cross Hurricane Katrina relief efforts. 





Your donation will appear on your monthly bill or be debited from 
prepaid account balances—'it’s that easy to help make a difference 
to the thousands of people affected by Hurricane Katrina. 


Alitel, Boost Mobile, Cingular, Cricket Communications, Dobson, Sprint and Verizon Wireless 
are among the carriers supporting this effort. 


Elitel MB, Xcinguiar Eitan cricket Sprint Bo 


epinarsin tere VOITZON wireless 


+ 


American Red Cross 


The American Red Cross name and emblem are used with its permission, which in no way constitutes an endorsement, express or implied, of any product, service or company. 
All text messaging rates will apply. Contact your wireless carrier for applicable rules and regulations. 
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Senior Software Engineer. 
Chicago, IL. Responsible for 
developing Global Architecture 
toolkits and services. Perform 
requirements gathering from 
various development teams and 
implement solutions that meet 
the long-term firm strategy. 
Create technical documentation 
and training material for GA soft- 
ware. Development of software 
will involve use of C++, socket 
programming, database pro- 
gramming, and POSIX threads. 


Qualifications include a mini- 
mum of a Bachelor's degree in 
Computer Science, Computer 
Engineering, Electronics Engin- 
eering or a related field, or the 
foreign equivalent, and at least 
five years of relevant work expe- 
rience. Must be proficient with 
C++, socket and database pro- 
gramming, and POSIX threads 


Qualified candidates should su- 
bmit a cover letter and resume 
job reference R-0027, to 
itjobs0027 @citadelgroup.com 
Principals only need apply. 
CITADEL IS AN EQUAL OP 
PORTUNITY EMPLOYER 


Software Engineering and Soft- 
ware QA: Intrado is seekir 
applicants for si are 
neering and software 
assurance positions 


ware development 
modification of 
(software engineer) 
and verifications 
tionality (SQA). All p 
quire BS in Computer 
Computer Er 

ed field and at 
experience. Respo 

to Human Res 

1601 Dry 

CO 80503 or hr@intra 
EOE 


Livermore Software 

Corp (LSTC), ow of LS- 
Dyna, LS-PrePost, LS-Opt 
seeks software developers in 
area of multimaterial Eulerian 
fluids. Minimum qualification is 
MS or BS with 1-5 year experi- 
ence. Please mail resumes to 
7374 Las Positas Road Liver- 
more, CA 94550. EOE. No calls. 


Cucor US seeks programmer 
analyst to develop auto software 
using C and Assembier for air- 
bag control units using CAN bus 
network environment, CMM lev- 
el 2 and level 3. Also test and 
documentation procedures, de- 
velop electronic hardware. Re- 
quire MS or BS-5yr exp. Send 
resumes to yuryk@cucor.com 


Software Engineer wanted by 
AS Systems working in Austin to 
develop S/W on CTI, call center 
IVP using skills such as TSAPI 
TAP! & integration with AVAYA, 
Nortel switches, embedded sys- 
tem programming. Please send 
resumes to 9600 Greant Hill 
Trail, Ste150W, Austin, TX 
78759, 


Infomerica seeks multiple IT 
staff: Software Engineers, Sys: 
tem Analysts, DBA working at 
different sites to customize ap- 
plications using skills per s; 

ic project such as Oracle 
C++, SAP, Pe S 

VC++, Java , 
etc. Minimum: MS or BS w 

5yr exp in IT field. Apply 
info@infomericainc.com 


Software Engineer: McData 
rp. seeks applicants for the 
Sr. Soft 
Santa Clara 
te Jesign and im 
Ethernet network 
rity chip de driver 
IP storage-based sw 
ware. Requirements ir 
ster's degree or equiv 
chelor's degree plus 
gressive experience 
er science anc 
edge of IFCP, 
protocols, VX 
protocols, board 
BSP related experience and Gi- 
gabit Ethernet network drivers 
Respond by resume to Vikki 
Schiff, McData, 310 Interliocken 
Parkway, Broomfield, CO and 
reference Job #PS091105 


1S CONSULTANT 


Bayer CropScience LP located 
in Research Triangle Park, 
North Carolina seeks an IS 
Consultant who independently 
applies intensive & diversified 
knowledge of IT in broad areas 
of assignment. Independently 
conceives, plans & performs 
analyses that can have signifi- 
ciant influence on technological 
dvipmnts. Assists other profes- 
sionals widsgn & impimntn of 
solutions for novel problems & 
assesses the feasibility & soun- 
dness of proposed approaches: 
& techniques. Provides tech 
support for the ongoing dsgn 
dvipmnt, maintenance & opera- 
tion of the co's enterprise data 
warehouse & related Oracle 
appins. Works closely w/co's 
global IT, IM & business proces- 
ses depts & selected external IT 
service providers for activities 
involving enterprise data ware- 
house appins. Ensures high 
quality impimnins for co's enter- 
prise data warehouse appins 
Coordinates work of enterprise 
data warehouse consultants 
Leads projects as reqd. Ph.D. in 
Comp. Sci. or Electrical Engnrg 
+ 2 yrs of exp. in position offered 
or as a Project Mgr reqd. Must 
have exp. & skill with the appin 
of System Development Life 
Cycle activities, incl. user re- 
quirements gathering, software 
requirements analysis, software 
software dvipmnt, soft- 
testing, software deploy- 
& software support. Must 
exp. with the following 
technologies: Oracle database 
management, Oracle PL/SQL 
Oracle Warehouse Builder, Or- 
acle Discoverer, Oracle Portal 
Oracle Jdeveloper, Oracle Appli- 
cation Server and Java (J2EE 
and J2SE). Please submit your 
resume via email by visiting 
BayerJobs.com and refer to job 
ID #1363 


Software Engineers for Ray- 
mond, NE office. Design, devel- 
op & test software using Java. 
C, C++, VB, Winrunner, Tuxedo 
Eclipse, Corba, RMI, RUP. 
Masters or Eqv.** req'd in 
Computers, Eng, math or relat- 
ed fieid of study + 1 yr of related 
exp. (**Eqv: Bachelors or Eqv + 
5 yrs of progressive related work 
exp.). 40 hrs/Wk. Must have 
legal authority to work perma- 
nently in the U.S. Send resume 
to HR. Must have proof of legal 
authority to work permanently in 
the U.S. Send resume to HR 
Manager, Infocross, Inc. 1458 
Oak Grove Road, Raymond, NE 
68428. 


Pomeroy IT Solutions 
(Philadelphia, PA) seeks 
Sr. Network Analyst with 
BS or equiv. in CS or a 
related field + 2 yrs 
Exper. Must have experi- 
ence using Microsoft 
SMS Server, SQL Ser- 
ver, Data Warehousing, 
and LAN/WAN _iInfra- 
structure. Send resume 
to: knelson@pomeroy.com 
with SNA1 in subject 
heading. No calls. EOE 


Software Engineer for New 
York, NY office. Design & 
Develop software using Oracle 
J2EE, Sybase, XML, UML 

d0lgen, Interwoven, Winrun- 
ner, Test Director and Crystal 
reports. Masters or Equivalent** 
req'd in Computers, Engineer- 
ing. math or related field of 
study + 1 yr of related exp 
**Eqv: Bachelors or Eqv. + 5 
yrs of progressive related work 
exp.). 40 hrs/Wk. Must have 
legal authority to work perma- 
nently in the US. Contact HR. 
Diamlink, Inc, 1200 Ave of 
Americas, 3rd Floor, New York 
NY 10036 
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User Centered Designer. Chica- 
go, 'ilinois. Plan and provide 
usability services for a large 
intranet development team 
using knowledge of software 
development. Create User Cen- 
tered Designs (UCD) and pro- 
mote UCD techniques. Conduct 
user and task analysis. Develop 
and implement recommenda- 
tions to address observed usa- 
bility problems. Design new or 
improved existing user workflow 
within applications. Translate 
high-level concepts into user 
workflow. Deliver test results 
and recommendations to devel- 
‘opment teams. Design and build 
low and high-fidelity prototypes 
(using tools such as Visio, Visual 
Basic, or DreamWeaver) to use 
in usability testing. Evaluate and 
design effective web sites and 
web applications. 


Qualifications include a mini- 
mum of a Bachelor's degree in 
Human Factors, Human-Com- 
puter Interaction, Design or 
related field, or the foreign 
equivalent, and at least two 
years of relevant work experi- 
ence. Must have experience 
with User Centered Designs 
low and high-fidelity prototyping 
(using tools such as Visio, Visual 
Basic, or DreamWeaver), usabil- 
ity testing, and design of web 
sites and/or webd applications. 
Must have knowledge of soft- 
ware development 


To apply for this position, visit 
our website at http://careers 
jpmorganchase.com/ click "Em 
ployment Opportunities” then 
click “Search and Apply for 
Jobs" then click “Job Search 
and then in the "Keyword and 
Job Number Search” field enter 
#050031760. JPMorgan Chase 
is an Equal Opportunity and 
Affirmative Action Employer. 
M/F/D/V. 


Fixed Income Developer. Chica- 
go, IL. Responsible for writing 
and maintaining real-time busi 
ness applications in C++ on 
Linux for use within the Fixed 
Income business suite. Respon- 
sible for learning the existing 
suite of applications that are 
used on the desk, understanding 
their architecture and analytics 
and taking over the support and 
development of these applica- 
tions. Develop and deploy next 
generation applications and 
tools for fixed income to support 
the MBS, Government and FX 
trading systems. 


Qualifications include a mini- 
mum of a Bachelor's degree in 
Computer Science, Engineering 
or a related quantitative field or 
the foreign equivalent. Must 
have three (3) years of relevant 
experience. Must have prior ex- 
perience utilizing C++ in Unix 
Linux environment 


Qualified candidates should su 
bmit a cover letter and resume. 
job reference R-0028, to 
itjobs0028@citadeigroup.cor 
Principals only need apply 
CITADEL iS AN EQUAL OP- 
PORTUNITY EMPLOYER 


Programmer Analysts (PA) & 
Software Engineers (SE) for 
Dallas, TX. PA: Design, Develop 
software using Oracle, Erwin 
XML, C++, Interwoven, Cool- 
gen, ClearCase 

PVCS, UNIX; Bachelors 

req'd in Computers, Eng, Math 
or any related field of study + 

4 exp. SE: Desigr 
develop & test software using 
Java, C, C++ Ninrunner, 
Tuxedo, Eclipse 

RUP. Masters or Eqv** req'd in 
Computers, Eng, Math or relat- 
ed field of study + 1 yr of related 
exp. (“*Eqv.: Bachelors or Eqv. + 
5 yrs of progressive related work 
exp). 40 hrs/Wk. Must have 
legal authority to work perma- 
nently in the U.S. Send resume 
to HR, Redsalsa Technologies. 
Inc., 13800 Montfort Dr, Ste.230 
Dallas, TX 75240 


yrs of relat 


Senior Developer. Chicago, IL 
Citadel Investment Group, LLC 
is looking for a qualified candi- 
date to work with various devel- 
opment teams to provide high 
quality data storage and retrieval 
solutions for our Portfolio Finan- 
ce Trading system. Evaluate da- 
ta feeds and design efficient 
processes for loading data, and 
troubleshoot and resolve ail 
aspects of data-related prob- 
lems. Address data architecture. 
database administration, stor 
age management, backup and 
recovery, performance monitor- 
ing and tuning, and database 
integrity and security. Analyze 
large-scale data sets with a 
focus on the creation and auto- 
mation of statistical models 
which will leverage data sets for’ 
the prediction of financial and 
economic variables. Extract 
transform and analyze data sets 
as needed by the trading desk 
generate reports and analyses 
of key empirical findings, and 
transform ad-hoc analyses into 
efficient and repeatable analytic 
processes and procedures 


Qualifications include a 7 
mum of a Bachelor's degree in 
Computer Science mputer 
Engineering, Mathemat f 
related field, or the 2IgN equi 
valent, and at least ee years 
of relevant work rience 
Must have previous project 
management and database (d. 
ta me RDBMS 

ence. Must have knowle 

C++, Perl, Unix shell s 

and data warehouse 

Must also have knowledge 
portfolio finance 


Qualified candid 

bmit a 

job reference 
tjobs0026@citac 
Principals only 
CITADEL IS AN 
PORTUNITY EMPLOY 


Senior Associate, Business Ana- 
lyst. Chicago, IL. Work with busi- 
ness groups to identify solutions 
to business issues. Complete 
business and functional require- 
ments documentation using 
VISIO. Draft use cases and use 
case diagrams using RUP. 
Rational, and/or similar pro- 
grams. Work with quantitative 
research and trading groups in 
constructing tools, analyzing 
data and crafting business pro- 
cess flows using statistical pro- 
grams such as Excel and Mat- 

ib, and analyzing system and 
process inventories. Draft test 
cases and test plans. 


Qualifications include a mini- 
mum of a Bachelor's degree in a 
computer science or an engi 
neering related field, or the for 
eign equivalent, and at least five 
years of relevant work experi- 
ence. Must have previous pro- 
ject management and testing 
experience. Must have experi- 
ence with VISIO as well as with 
Statistical programs such as 
Excel and Matlab. Must have 
experience with RUP, Rational. 


and/or similar programs 


Qualified d 


obs0' C 
Principals 
CITADEL 
PORTUNIT 


Piumtree 

Equivaient* 

Eng. + 1 yr of related 

Bachelors + 5 years of progres 
sive related work exp). Must 
have legal authority to work per. 
manently in the U.S. Send 
Resume to HR, Caseyville 
Hotels investors LLC, 2423 Old 
Country Inn Dr, Caseyville IL 
62232 





alee B Moles a 


APPLICATIONS SUPPORT 
SUPERVISOR 
($5,113 - $6,852/month) 


Requires a BS + 5 years expe- 
rience in analysis & program- 
ming of municipal business 
systems, including 2 years 
direct supervision of program- 
ming staff. Apply by 9/30/05 
City of Ventura (805) 658- 
4777 or www.ci.ventura.ca.us 
EEO. 


Software Engineers: needed 
wirelv. degree & exp. Analyze 
design, develop & deploy busi- 
ness applications by utilizing 
some of the following or combi- 
nation thereof. Analyze, design 
develop & deploy business 
applications by utilizing some of 
the following or combination 
thereof: C, C++, Java technolo- 
gies, Oracle databases, Sy- 
base, DB2, Windows envrmts., 
Solaris, Linux, XML/XSLT, UN- 
IX, ASP. CORBA, Cooilgen, 
Websphere/Weblogic/MQ Ser- 
ies. Top $. Mail resume to: 
Technofina, Inc., 480 Congress 
St., Portland, ME 04101 


{T Managers for (Exton) 
PA IT firm to plan, direct, 
coordte activ's in as elec- 
tronic data processing, 
infor'n sys, sys analysis, 
comp progmng. Dsgn, 
dvipt & testing of bus. 
s/ware appli'ns. Specific 
exp. in working w/ offshore 
clients/projects. Apply w/ 2 
copies of resume to HRD, 
Masters Information Tech- 
nology, Inc., 250 Autumn 
Dr, Exton, PA 19341 


Accurum, a Kanbay Company 
headquartered in Jersey City, NJ 
is seeking experienced Client 
Engagement Managers (ref 
#14CEM), Project Managers 
(ref.#14PM), and Lead Consult 
ants (ref.#14LC) to oversee soft 
ware consulting projects 
throughout the country. Also: 
seeking Technical Architects 
(ref.#14TA), Sr. Consultants 
(ref.#14SC) and Assoc. Consult- 
ants (ref.#14AC) to design, 
develop, test and implement 
business systems software 
applications. Email resume to: 
resumes1@kanbay.com and 
reference appropriate job#. No 
calls. EOE 


Business Development 
Mgr: Commercial & Tech- 
nical support activities for 
company in LA & Caribbe- 
an; Support all primary 
UPS product lines, incl 3- 
phase modeis. 8 yrs exp 
working with Power Inte- 
grators required. English, 
Portuguese & Spanish. 
BA/BS or equiv in CS. Fax 
resume to 773-869-1325 
Attn: Michelle @ Tripplite, 
1111 West 35th Street, 
Chicago, IL 60609. 


Computer Professional NY 
based IT firm: IT Manager, 
MIS Manager needed to 
plan, direct, or coordinate 
activities in such fields as 
electronic data processing, 
information systems, sys- 
temsanalysis, and comput- 
er programming. Apply with 
2 copies of resume to 
Payless Enterprises Inc 252 
W. Old Country Road, 
Hicksville, NY, USA-11802 


SYSTEMS ANALSYT - 
Needed w/relv. Bachel- 
or’s & min. 2 yrs. exp. 
to research, analyze, 
design, develop, imple- 
ment, software/hard- 
ware reqmts. Top §. 
Mail resume to: Wings 
Manufacturing Corpor- 
ation, 170 Lafayette St., 


to design/imple- | 
ment system using | 
Clarion/Java/Xml/ | 
Sql. Refs reqd. | 
| Send resume: H. 
|Resources 6363) 
NW 6th Way Ste | 
425 Ft Lauderdale | 
FL 33309. 


Marketing Analyst (Hicks- 
ville, NY): Analyze profitabil- 
ity of IT projects/JVs, equity, 
purchases or mergers. Per- 
form cost benefit analysis of 
ops & market potential. De- 
termine demand for ser- 
vices in East/West Coasts, 
Canada Europe/Middle- 
east/North America. Mrktng 
exp w/ 2 yrs. Reply w/ 2 
copies of resume: Payless 
Enterprises, 252 Old Coun- 
try Road, Hicksville, NY 
11801 


Software Engineers for Raleigh, 
NC. Design, Test & Implement 
software applications using C, 
C++, XML, Delphi, ASP, Cool- 
gen, Interwoven, Oracle, PL/ 
SQL, Developer 2000 & Design- 
er 2000; Masters or Equivalent** 
req'd in Computers, Engineer- 
ing, math or related field of study 
+ 1 yr of related exp. (**Eqv: 
Bachelors or Eqv. + 5 yrs of pro- 
gressive related work exp.). 40 
hrs/Wk. Must have legal author- 
ity to work permanently in the 
US. Send resume to HR, Matrix 
Technologies, Inc. 3109 Poplar 
Wood Court, # 217 Raleigh, NC 
27604 


Programmer Analysts: Analyze, 
Configure & Integrate multi-tier 
Enterprise Applications such as 
Siebel or Oracle Applications 
using native tools and/or other 
Data Integration tools such as 
Informatica, Business Objects 
PL/SQL and DTS packages 
Work with Oracle, SQL Server, 
Sybase and/or DB2 in Rela- 
tional and Datawarehouse en- 
vironment. Need B.S in Comp 
Sci. or Engg. or related & 2 yrs 
of exp. Send resume to H.R 
Lingtech Co. USA, 2990 Rich- 
mond Ave., Ste. 650, Houston 
TX 77098 


Programmer Analysts: De- 
velop, configure, analyze, 
design customize Soft- 
ware applications using C, 
Unix, GUI, Visual Basic, 
Net, J2EE, LabView, SAP, 
Oracle Applications, Sy- 
base. Req. BS in Comp 
Sci. or Engg. or academic 
equiv. Send resume to: 
HR. Infodat International, 
Inc. 9700 Richmond Ave., 
Ste. 160, Houston, TX 
77042 


Quality Assurance Testing Spe- 
cialist needed in Wichita, KS to 
manage high-level dsgn & test- 
ing on all cross-product projects 
using SoftBrands S/ware Pro- 
ducts PORTfolio, Internet based 
products, RIO, Leisure Mgmt, 
Landmark, |GS Worldwide, Me- 
dallion, PowerBuilder & Win 
Runner; provide domain exper- 
tise relative to Hospitality prod- 
ucts incl timeshare resort solu- 
tions & industry stds; manage 
activities of staff. Resume to 
SoftBrands Hospitality, Two 
Meridian Crossings, #800. 
Minneapolis, MN 55423 


PROGRAMMER ANALYSTS 


Enternet Business Systems, Inc 
(Edison, NJ) seeks programmer 
analysts to develop, design. 
analyze and implement data 
warehousing and web based 
applications by utilizing Cognos, 
Unix, Linux, Oracle, ASP, Java 
SQL Server,JNDI, JDBC, Visual 
Basic, JDBC, and UDB DB2 8.1 
Candidate must prepare pro- 
gram specifications, and per- 
form integration testing. Please 
apply with 2 copies of resume to 
HRD, Enternet Business Sys- 
tems, inc., 100 Plainfield Ave. 
#3, Edison, NJ 08817 


ATTENTION: 


ey 
ety 
Staffing Agencies 


Place your 
Labor Certification 
ads here! 

Are you frequently placing 
legailimmigration advertisements? 
Let us help you put together a 
cost effective program that will 
make this time-consuming 
task a iittle easier 
Contact: 
800-343-6474 Ext 8127 
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IT Careers Audience Skill Survey 
2003/2004 


Client Operating Systems 

IS/MIS/IT 

Server/Host Operating Systems (NET) 
Windows 2000 

LAN/WAN Environment (NET) 
Languages & Tools (NET) 

Windows NT 

Dev. Tools/Environments 
Software/Applications Dev. 


Networking/Telecom 


Your direct line of communication to 
qualified IT Professionals with the 
most in-demand IT skills. 


IT care ers 
800-762-2977 


Visit us online at 
www.itcareers.com 
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OUR INFLUENTIAL, IT-DEFINING 
SPEAKERS INCLUDE: 

# EDWARD AMOROSO, Chief information Security Officer, AT&T 
 SAMEER BADE, VP, Clinical IT Strategies, MedStar 

@ DAVID BERGEN, SVP & CIO, Levi Strauss & Co. 


* SUSAN L. BOSTROM, SVP, Internet Business Solutions Group and 
Worldwide Government Affairs, Cisco Systems 


REBECCA J. JACOBY, Vice President, Customer Service & 
Operational Systems, Cisco Systems, Inc. 


© MARTY CHUCK, SVP & C10, Electronic Arts 


* DAVID L. COHN, Director, Business Informatics, IBM T. J. Watson 
Research Center 


© WILLIAM T. (BILL) COLEMAN, Founder, Chairman & CEO, Cassatt 
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© ANN M. LIVERMORE, EVP, Technology Solutions Group, 
Hewlett-Packard Company 
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¢ DAVID WATSON, CTO, Kaiser Permanente 


october 24-26 


VORTEX. o 


VORTEX: Your opportunity to 
influence the direction of IT 


One room. Two days. Enterprise IT leaders face-to-face with top executives from the world’s most prominent 
technology companies. Add to the mix respected VCs and analysts, and what you have is VORTEX - the only 
event that brings together all the major stakeholders in the $1 trillion enterprise IT market. 


As the key person steering your enterprise, VORTEX is your chance to hear and be heard. Gain candid insight 
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> Hear from top ClOs and Enterprise IT executives from Avnet, 
DolphinSearch, Electronic Arts, Kaiser Permanente, Levi Strauss, 
Nortel and QUALCOMM as they discuss and debate how to deliver 
business value through IT innovation. 


SAVE THE DATE 


October 24-26th 
ST an 
and save up 
to $700 by 

registering today! 


> Go behind the scenes as we challenge senior IT executives from 
companies like AT&T, Cisco, IBM, Google, Intel, and Red Hat to 
provide frank answers on their company's strategy in the areas 
of security, mobility, collaboration, virtualization, Open Source, 
storage and more. 


> In advance of the release of his new book, Dealing with Darwin, Geoffrey Moore will provide insight into 
his groundbreaking Core vs. Context theory and its potential impact on your IT enterprise. 


Please join us at this year’s event and help us set the IT agenda for the year to come. 


Register online at www.vortex.net/V5A3 or 
call 800-643-4668 and ask for Dori Smith. 
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where information lives” 


NORTEL 
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Many Minds. Singular Results. 
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Solutions Demonstration! 


parr the World of Storage 


Taking place at Storage Networking World, October 24-27, 2005 
at the JW Marriott Grande Lakes Resort in Orlando, Florida 


The Storage Networking World (SNW) multi-vendor Interoperability & 
Solutions Demo, taking place October 24-27, 2005, in Orlando, offers you 
the opportunity to see interoperability in a collaborative and vendor-neutral 
setting. Whatever your needs — whether it is managing storage with 
standards-based tools and applications (SMI-S), building on top of an 
Information Lifecycle Management foundation, or selecting the right building 
blocks to meet industry regulations — this is the place to see feature sets, 
supported solutions and interoperability. 

Theme Areas in the SNW Interoperability & Solutions Demo: 

¢ Data Management 

¢ Regulatory Compliance and Storage Security 

¢ SAN Infrastructure 

¢ Storage Management 


Come prepared to get your hands dirty because this time around you'll also 
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Continued from page I 


HIPAA 


as a weak enforcement compo- 
nent that has many health care 
organizations feeling that they 
can take a wait-and-see atti- 
tude toward the rules. 

Tim Harrison, information 
security officer at Cincinnati- 
based Catholic Healthcare 
Partners, said the $3.2 billion 
not-for-profit company doesn’t 
expect to be fully compliant 
with the security mandates for 
another two years. 

CHP, which operates 29 
hospitals, has implemented 
many of the requirements but 
still needs to address the dis- 
aster recovery component, 
Harrison said. That part of the 
process has been put off be- 
cause of a lack of IT staffers to 
dedicate to the task, he said, 
noting that CHP’s security 
team has just two workers 
who are responsible for secur- 
ing more than 2,000 servers 
across two data centers. 

In addition, HIPAA requires 
that people with access to pro- 


SOURCE: HEALTHCARE INFORMATION AND MANAGEMENT S: 


NOT ALL THERE 


The percentages of health care 
providers and insurers report- 
ing full HIPAA security compli- 
ance rose from January to 
AIT saree Umer 
EUV mr RO murll em 


January BT) 


tected health information be 
uniquely identified to an IT 

system each time they use it, 
Harrison said. But, he added, 
that capability can be “next 

to impossible” to implement 
efficiently, especially in busy 
areas such as hospital emer- 
gency rooms. 

“T’m not sure that any health 
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care organization is ever going | 
to be fully compliant,” said 
William Gillespie, CIO at | 


| WellSpan Health, a York, Pa.- 


based not-for-profit provider 
that serves over 650,000 peo- 
ple in central Pennsylvania 
and northern Maryland. 

Unlike Y2k compliance, 
“this takes continuing invest- 
ments,” Gillespie said. Well- 
Span is about 90% compliant 
with the security require- 
ments, according to Gillespie. 
But like CHP, it has yet to ad- 
dress the disaster recovery 
rules. In addition, WellSpan 
is still trying to get all 76 of 
its business partners to sign 
HIPAA-mandated agreements 
for protecting confidential 
health information. 

A June survey of 353 health 
care companies by the Health- 
care Information and Man- 
agement Systems Society 
(HIMSS) showed that many 
companies are in the same sit- 
uation as CHP and WellSpan. 
Only 74% of the insurers and 
43% of the health care pro- 
viders that responded to the 
survey said they were fully 
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compliant with the security 
rules, which took effect April 


| 20 [QuickLink 53677]. 


Although those figures were 


| an improvement compared 


with the results of a similar 
survey done in January, they’re 
still “very surprising,” said 
Joyce Sensmeier, director of in- 
formatics at the Chicago-based 
HIMSS, which represents 
more than 15,000 individual 
members and 220 companies. 
Several organizations that 
responded to the June survey 
said they had chosen not to 
implement all of the security 
requirements because they 


| didn’t anticipate that it would 


result in any image problems 


| or legal issues, Sensmeier said. 


HIPAA’s security rules are 
being administered by the fed- 
eral Centers for Medicare & 
Medicaid Services (CMS) 
They require companies han- 
dling electronic health data to 
implement fully auditable 
steps for controlling access to 
confidential information and 
protecting the data against 
compromise and misuse. 

HIPAA provides for civil 





penalties of up to $25,000 and 


| criminal penalties of up to 
| $250,000 per year for noncom- 


pliance. But the CMS initiates 


| an enforcement process only 


if a complaint is filed against a 


| company. 


As a result, many businesses 
are unwilling to invest the 
money and resources needed 
to comply, said James Bragg, a 
former HIPAA security officer 


at a Tulsa, Okla.-based hospi- 


tal. Bragg said he was laid off 
earlier this year after he had 
implemented “very basic lev- 
els of access and audit con- 


trols” for the hospital. 


Stanley Nachimson, a se- 
nior technical adviser in the 


CMS'’s Office of Electronic 


Health Standards and Ser- 
vices, said that the agency has 
received 26 complaints that 


| are being investigated. But it’s 


“not even close to thinking 
about assessing any penalties 
as yet,” he added. Instead, the 


| emphasis is on working with 


companies and giving them a 


| chance to develop corrective 
| action plans, Nachimson said. 


@ 56724 





Continued from page 1 
2 = 
Wi-Fi 


when they’re available and 
free,” Heindel said, noting that 
Wi-Fi links are often provided 
at no cost at technology con- 
ferences. But, he added, he re- 
mains leery of Wi-Fi connec- 
tions in general because of 
endpoint security concerns — 
and he makes sure end users 
at Idaho Power are aware of 
those risks. 


Not Worth the Hassle 
Irving Tyler, CIO at Quaker 
Chemical Corp. in Consho- 
hocken, Pa., said Wi-Fi is like- 
ly to remain little-used by his 
company’s workers. Citing 
himself as an example, Tyler 
said it’s too complicated to set 
up Wi-Fi links while waiting 
for flights, especially since he 
tries to spend as little time in 
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airports as possible. He also 
has the advantage of using a 
BlackBerry handheld from 
Research In Motion 
Ltd. to quickly check 
his e-mail and send 
short responses. 

“T’m not going to 
open up my PC, find 
the Wi-Fi connec- 
tion and then start 
the work unless 
I’m there for some 
time,” Tyler said. 

He added that he 
would have to locate 

a power outlet for an 
extended Wi-Fi session, 
“which isn’t easy.” 

Tyler said Wi-Fi isn’t a good 
value unless a company hires a 
service provider that sets up 
connections with thousands 
of hot-spot vendors for easy 
billing and connectivity. 

The comments of Heindel 
and Tyler back up poll results 


aie eae 
worth the time it 
takes to set up an 
Fla ae eee 


released last week by Gartner 
Inc., which early this year sur- 
veyed 2,000 business travelers 
in the U.S. and the 
U.K. about Internet 
and e-mail access 
issues. Only 25% of 
the U.S. respondents 
and 17% of those 
from the U.K. said 
they’re taking advan- 
tage of Wi-Fi hot 
spots, according to 
Gartner. 

Ken Dulaney, a 
Gartner analyst who 
was involved in con- 
ducting the survey, described 
the search for free Wi-Fi con- 
nections by business travelers 
as “the great adult Easter egg 
hunt.” 

“Wi-Fi is by no means 
dead,” Dulaney said. But, he 
added, Wi-Fi vendors need to 
figure out long-term subscrip- 





tion models that users can tap 


m, Mass 


into more easily. “Because 
billing systems for Wi-Fi are 
so fragmented and the cover- 
age [is] so unpredictable, most 
users pay as you go,” he said. 


Other Options 
Like other IT managers, Hein- 
del is investigating alternatives 
to Wi-Fi, such as third-genera- 
tion wireless broadband access 
services that some network 
operators offer via a laptop 
card. Idaho Power is in the 
midst of evaluating wireless 
access options for up to 200 
field workers and plans to 
weigh the relative costs of 3G 
services and satellite commu- 
nications links, Heindel said. 
Zeus Kerravala, an analyst at 


Yankee Group Research Inc. in | 


Boston, said a user who travels 
almost constantly might be 
able to string together reliable 
Wi-Fi services if he has sub- 
scriptions with several ven- 
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| dors. Otherwise, it makes little 
| sense to pay $10 for 24 hours’ 

| worth of access — a typical 

| price — if you expect to iog on 


for only an hour, he said. 
Kerravala uses Broadband- 


| Access, a wireless service from 
| Verizon Wireless that costs 


him $80 a month. Verizon is 
now offering Broadband- 
Access for $60 a month with 
the purchase of a $100 laptop 
card. Kerravala said the service 
is reliable but slows somewhat 
during peak usage periods. 
However, he added that he 


| would prefer to use Wi-Fi if he 


could buy a single subscrip- 


| tion that provided coverage at 
| all hot spots — similar to the 


way roaming works on mobile 


phones. @ 56686 


WHY-FI, INDEED? 


Broadband Internet access services are 
pricey but allow users to stop being slaves 
to Wi-Fi, says Don Tennant. Page 24 
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Shame on FEMA _ | Sigirictateceeie 


) ing. What were you doing when it crashed? fish asks. 
SUPPOSE IT’S REALLY JUST A LITTLE THING, a footnote in “ttwas too slow, so | started hitting the Escape key to 
‘ . ect ‘fic i i speed it up, and something came up on the screen, 
the context of the massive, horrific devastation of Hurricane edie wate shed: sas 
Katrina. Thousands of people are dead or dying. Hundreds of neeecare ema oeeemey 


thousands are homeless. Much of New Orleans is a toxic 
cesspool. Some smaller Louisiana and Mississippi towns are 
simply gone, wiped from the face of the earth. You have to get far, 
far down on the list of horrors to come to this one: The Federal 
Emergency Management Agency has set up a Web site for survivors 
of the disaster to apply for aid, but it works only if they’re using 
Internet Explorer 6. 
But trivial as that sounds, it matters right now — a lot. 


It matters because the dead are dead. The you're working in a corporate IT shop ona 
destroyed towns and homes are gone. But for retail Web site or a business-to-business 
the living, the refugees, top priority has to be e-commerce application. Then the worst results 
putting their lives back together. And there are of your corner-cutting might just be aggravated 
far too many of them to be helped one at a time customers, lost revenue and a reputation for 
by human beings on the other end of a tele- | cluelessness. 
phone line. But for hurricane survivors, the corner- 
Fortunately, there’s also the World Wide cutting at FEMA is a kick in the throat while 
Web. It doesn’t require a warm body at the oth- they’re down. After everything they’ve been 


er end of the line. It’s designed to handle an through, it’s one more cheap shot when they ooze was the VP Ho month but then added 
endless stream of users and handle them effi- can least afford it. thought the building was that it didn’t seem much 


ciently and in large numbers. And it works with The worst part is, it’s probably not intention- bs oe a ~~ i amen 


old PCs, Macs, Linux machines, handheld com- al on the part of whoever built that FEMA Web breaker for the A/C - but the phone company's 
puters, cell phones, even video games. It should site. Those developers likely weren't trying to it was the main breaker : instructions - then kept 
be a godsend for people struggling to recover lock anyone out or favor Microsoft. They prob- for the data center.” : dialing in as usual, as- 
from the catastrophe. ably just didn’t think about the fact that people : suming that DSL some- 
So for those who have survived the destruc- coming to a Web site named “disasteraid” might Too Trusting ? how just made his dial- 
tion and are stranded in a community shelter or not have their choice of browsers. This pilot fish enforces = up connection faster!” 
in the home of a relative, friend or generous Or maybe they did give it a moment’s thought his company’s strict pol- : 
stranger, there’s got to be something especially but decided that their own convenience mat- icy onnoncompany!T — : : Really New 
bitter in going to disasteraid.fema.gov and read- tered more than how usable their Web site equipment: It must be i : After a long delay, this 
ing this message: “In order to use this site, you would be and that using their favorite tools was checked over for viruses : ; remote site converts to 
must have JavaScript Enabled and Internet Ex- more important than following standards. on saree aces 
plorer Version 6. Download it from Microsoft And so a little pain saved by a few software work. “Ihave found nu- | users are going to have 
or call 1-800-621-FEMA (3362) to register.” developers results in lots of pain for thousands merous infected PCs : trouble adjusting, but 


No doubt most of the people who rz of disaster victims. from users and vendors : : one sales guy's remark 
see that message would be perfectly Ordinarily, I’d call that irrespon- and dropped their con- } $0 a customer catches 
happy to use IE 6 on the PCs they sible, poor development practice, nection,” fish says. “But : him off-guard: “I’m sor- 
left behind when they had to evacu- * im ©=©maybe even incompetent. That’s today, the IT director —_ ry, but we just switched 
ate. But that’s not an option for when the cost would be measured had six consultants in. —_: to this new system, and 
them now. They’re locked out if : ; ; in lost business. Three brought the net- —_: it doesn’t work like the 
they’re not running Windows = But when this sort of foul-up guys hn fay Saceiwepane we 
and IE 6. locks out people in desperate need ait sol; exists.” 
decisions matter? These hurricane \ ; It’s unconscionable. It’s shameful. 
survivors don't. samnanite, Compuiter- Sure, it’s a little thing in the con- Sr ceickeiencdinane eines 

Ever think that cutting a corner world’s senior news colum- text of this huge, awful calamity. snazzy Shark shirt if | use it. And check out the daily feed, 
that simplifies development but nist, has covered IT for more It’s IT’s little part in making the browse the Sharkives and sign up for Shark Tank home 
limits who can use your systems is than 20 a rs. Contact - at enormity of Hurricane Katrina just delivery at computerworid.com/sharky. 
no big deal? Maybe that’s true if ~ alittle bit worse. @ 56681 





Ever wonder if your technical ‘ 5 of help, it’s not just irresponsible. 














Worried about the security of your data? 


Si backing you up.) 
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The Storage Solutions You Need When You Need Them. 
We don't have to tell you that data loss can be.a financial blow to any company. And with more data being stored, more 
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>> Security can’t keep pace? Adding branch offices, remote users and personal device after personal 
device to your network? Then call Juniper Networks for assured — and secure — remote access. Our 
flexible, industry-leading VPN solutions vigorously secure your network, while delivering outstanding 
performance for an excellent network experience. Visit www.juniper.net/vpnguide for information on 
how to select the best VPN solution for your business. Stunningly superior service and performance is WWw.juniper.net 
easy: simply Juniper your net. 


888JUNIPER (888-586-4737 





